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LOI CAM DOAN
T6i cam doan rang, luan 4n tién si “Su hai 1ong véi dich vu ngan hang
dién tir cua khach hang ca nhan” 1a cong trinh nghién ctru cia riéng to1. Cac div
lidu, két qua nghién ctru trong luan 4n 1a trung thuc va chua timg cong bd

trong bét ky cong trinh nghién ciru nio khéc.

Tac gia luan an



LOI CAM ON

To1 xin tran trong cdm on Ban gidm hi€u, 1anh dao, chuyén vién
Phong dao tao Sau dai hoc, toan thé giang vién va cac can bo trong Khoa Tam
1y hoc, truong Pai hoc Khoa hoc xa hdi va Nhan van - Dai hoc Quéc gia Ha
Noi da tham gia quan ly, giang day va gitp d& toi trong sudt qua trinh hoc tap
va hoan thanh ludn an. T6i xin guri 101 cam on dén cac giang vién cua Vién
Tam ly hoc - Vién Han 1am Khoa hoc xa hoi Viét Nam da tan tinh truyén dat
nhirng kién thirc cho toi trong qua trinh hoc tdp va nghién ctru. Bac biét, to1
xin bay to6 long biét on chan thanh va sau sic nhat téi hai nha khoa hoc
PGS.TS Truong Thi Khanh Ha va PGS.TS Trinh Thi Linh da truc tiép huong
dan, gitip d& vé kién thirc va phuong phap nghién ctru dé t6i hoan thanh luan
an. T61 xin chan thanh cam on cac can bd, chuyén vién va khich hang cua cac
ngan hang Vietcombank, BIDV, Agribank, Techcombank, Sacombank... da
hd trg t6i nhiét tinh trong qua trinh nghién ctru, thu thap dir liéu, cung cap
thong tin rat hitu ich dé t6i hoan thién luan 4n ctia minh.

T6i xin chan thanh cam on ban bé, dong nghiép, nhitng ngudi than
trong gia dinh d3 lu6n ung ho va tao diéu kién cao nhat dé toi co thé tap trung
nghién ctru va hoan thanh luan an.

Ha No¢i, ngay thang nam 2022
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MO DAU

1. Ly do chon deé tai

Trong thoi ky cong nghi€p 4.0 hién nay, hi€u qua cia hoat dong cia ngan
hang s& dugc gia ting rat nhanh chong vi nhd ¢6 cong nghé thong tin ma ngan
hang mé rong thi trudng, mo rong dich vu dén tay khach hang. Phét trién dich vu
ngan hang dién tir (NHDT) 1 xu hudng phat trién tat yéu trong bdi canh hoi nhap
kinh té quéc té. Giao dich thuong mai qua NHDPT co nhiéu wu diém nhu tién loi,
nhanh chéng, chinh xac va bao mat, tiép can dugc khach hang nhiéu hon, tiét
kiém duoc chi phi giao dich... NHDT di gop phan thiic ddy cac hoat dong kinh té
thuong mai, dich vy, du lich phat trién, tao diéu kién m& rong quan h¢ kinh té
thuong mai v6i khu vuc va thé gioi.

O Viét Nam dich vu NHDT méi chi bit dau xuat hién vao nim 2002
nhung tinh dén 30/06/2015, hau hét cac ngan hang thuong mai déu cung cap
dich vu NHDT. Thu tuéng Chinh phii da ky ban hanh Quyét dinh phé duyét
Ké hoach tong thé phat trién thuong mai qudc gia giai doan 2021-2025. Trong
d6 ¢ cac myc tiéu : HO tro, thuc ddy viéc tng dung rong rai thuong mai dién
tir trong doanh nghiép va cong ddng, thu hep khoang cach giita cac thanh phd
16n va cac dia phuong vé murc do phat trién thuong mai dién tor (Website Bo
cong thwong Viét Nam, 2020). Theo Cuc Thuong mai dién tir va Kinh té s6 -
Bo Cong Thuong ty 18 ngudi ding Internet tham gia mua sim truc tuyén nam
2020 ¢ Viét Nam chiém 88% dan s (Website Bo cong thuong Viét Nam,
2021). Sd lugng nguoi st dung Internet cao tao ra co hoi thuan lgi cho sy
phat trién dich vu NHDT.

Tuy nhién, ) nguoi Viét Nam tham gia sit dung dich vu NHDT con rat
han ché va chua déng déu gifra cac dia phuong. Cac dich vu NHDT dugc st

dung kha nhiéu & khu vuc thanh thi. Song théi quen st dung tién mat van con



kha pho bién, dic biét & khu vuc néng thon. Phan 16n cac ngan hang cung tng
dich vu NHDT da tién ich cho khéach hang van chua dugc lién thong, théng
nhat mét cach chat chg, thiéu nguén nhan lyc chat lugng cao phuc vu dich vu
NHBT trong nudc. Cac vin dé an toan va bao mat thong tin, gian lan trong
giao dich qua NHDT van dang xay ra (Vii Vin Thyc, 2022). Thuc trang nay it
nhiéu anh huong dén su hai long ctia khach hang véi dich vu NHPT. Van
dé quan tdm nhiéu nhit cta cic nha quan ly, didc biét 12 quan 1y ngén hang
trong nhitng ndm gan day 1a 1am thé nao dé nang cao sy hai long ciia khach
hang voi dich vu NHDT. Boi vi, sy hai 10ng ctua khach hang 1a yéu t6
quyét dinh duy tri va cai thién hanh vi tiéu dung dich vu NHDT, tu do,
anh huong 16n dén tiém niang phét trién va doanh thu cua cac ngan hang
trén thi truong. Su hai long cua khach hang déng vai tro rat ndi bat trong
chién lugc tiép thi va hinh thanh chinh sich cua cic ngan hang. Dé nang
cao su hai long cua khach hang, cac ngan hang phai khong ngurng da dang hoa
va nang cao chat lugng dich vu, bén canh d6 ngan hang con phai am hiéu nim
bat tam 1y khach hang dé dua ra cac san pham /dich vu phu hop dap tng nhu
cau cta khach hang. Ngan hang can tim ra cac yéu td anh huéng dén su hai
long cua khach hang, nhan dién, dinh luong dugc nd, xac minh anh hudng
ctia su hai long ctia khach hang dén ¥ dinh tiép tuc tiéu dung dé cai thién dich
vu NHDT hién tai ngay mot tdt hon, tiép tuc dua thuong mai dién tir phat
trién manh mé trong thoi gian t4i.

Nghién ctru su hai long ctua khach hang 1a mdt 1a moét linh vuc nghién
ctru vé hanh vi nguoi tiéu ding, xuat hién khoang nhiing nam 1970 cua thé ky
XX. Trén thé gio1, da co nhiéu cong trinh nghién ctru ly luén va thuc tién vé
su hai long cua khach hang. Cac nha nghién ctru da chiimg minh rang, nhan
thirc va cam xuc tich cuc 1a hai thanh té ciia sy hai long ciia khach hang va

anh huong cta su hai long ctia khach hang dén ¥ dinh tiép tuc tiéu dung dich
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vu NHDT. Mot s6 khia canh tam ly li€n quan dén su hai long cua khach hang
v6i dich vu NHDT ciing dugc kiém ching trong cic nghién ctru nhu tinh cach
ctia khach hang va kinh nghiém st dung dich vu. Cac 1y thuyét Tam 1y hoc
dugc tmg dung giai thich su hai long cta khach hang nhu 1y thuyét nhu cau,
Iy thuyét nhan thirc, 1y thuyét cam xtc, 1y thuyét thai do, 1y thuyét hanh vi du
dinh, 1y thuyét cong bang. ..

Tai Viét Nam dich vu NHDT ngay cang phé bién, sb luong ngan hang
cung ung va khach hang str dung dich vu nay ngay cang gia tang. Cac hoc gia
cling rat quan tam vé linh vuc NHDT. Tuy nhién, phan 16n cac nghién ciru vé
sy hai long cua khach hang véi dich vu NHDT duogc tiép can duodi goc do
Khoa hoc tiép thi, Kinh té hoc. Do viéc str dung céc dich vu dién tir ngay cang
gia ting trong cic ngan hang, viéc st dung cac dich vu ndy di lam xuét hién
nhitng dic diém tdm 1y méi & khach hang. Do 1a su thay doi nhan thic vé
giao dich tai chinh trén moi1 truong Internet. Cam xuc cua khach hang khac
nhau trude nhitng thach thuc vé an toan, an ninh mang va bdo mat ca nhan
trong cac giao dich NHDT, hoat ddng van tai giao nhan san phém mua ban
qua NHDT, phi dich vu NHDPT... Tai Viét nam chua c6 cong trinh nghién ctru
vé mdi quan hé giira cac yéu t6 tdm 1y va su hai long ciia khach hang. Nghién
ctru vé anh hudng ctia cac yéu td nhan khau xa hoi dén sy hai 1ong cta khach
hang véi dich vu NHDT rat it. Thuc té nghién ctru & nudc ngoai cho thiy,
trong cac mdi quan hé d6, c6 nhitng yéu té c6 mbi quan hé cung chiéu va cé
nhirng yéu td ¢6 moi quan hé nguoc chiéu va mtc 36 mdi quan h¢ cling c6 su
khac biét. Piéu nay, doi hoi cac nha nghién ctru can tim ra cac yéu t6 tim Iy —
x3 hoi anh hudng dén su hai long cua khach hang véi dich vu NHPT 14 rat
quan trong dé phat huy chtrc ning cta dich vu NHPT & cac ngan hang thuong
mai, m¢ rong thi truong, tang lgi nhudn va phat trién hon nita hoat dong ngan
hang. Noi cach khac, hién nay & Viét Nam chua c6 cong trinh nghién ctru nao

vé su hai long cua khéach hang v61 dich vu NHDT dudi goe do Tam 1y hoc.
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Béi vay, viée nghién ctru 1y ludn va thuc trang sy hai long ctia khach hang voi
dich vu NHPT duéi goc do Tam 1y hoc nhdm bd sung cho hé thong 1y luan vé
su hai long cua khach hang véi dich vu NHDT ¢ Viét Nam, cung cép thong
tin khoa hoc cho hoat dong nang cao sy hai long ctia khach hang 1a rat can
thiét. Xuat phat tir cac yéu cau 1y luan va thuc tién néu trén toi lya chon
nghién ctru dé tai “Si hdi long véi dich vu ngdn hang dién tir ciia khdch hang
cd nhan”.
2. Muc dich nghién ciru
Nghién ctru 1y luan va thuc trang su hai long véoi dich vu NHDT cua
khach hang c4 nhan, phan tich cac yéu t6 chu quan, khach quan lién quan dén
sy hai 1ong va anh hudng cua sy hai 1ong dén ¥ dinh tiép tuc tiéu dung dich vu
NHDT cua ho. Trén co s két qua nghién ctru, d& xuat mot s khuyén nghi nhdm
nang cao su hai 1ong véi dich vu NHPT ciia khach hang ca nhan, gop phan duy tri
va tang cuong viée str dung dich vu NHPT ctia nhém khach thé nay.
3. P6i twong va khach thé nghién ciru
3.1. Poi twong nghién ciu
Nghién ctiru mure do, biéu hién su hai long v61 dich vu NHDT cua khach
hang ca nhan, cic yéu t6 chu quan, khach quan lién quan d&én su hai 1ong, anh
huong cta sy hai long dén y dinh tiép tuc tiéu dung dich vu NHPT cta khach
hang ca nhan.
3.2. Khach thé nghién ciru
754 khach hang c4 nhan dang st dung dich vu NHDT va mdt sO can bod
quan ly ngan hang.
4. Nhiém vu nghién ciru
4.1. Nghién ctru ly luin
- Téng quan tinh hinh nghién ctru vé sy hai long v61 dich vu NHDT cua
khach hang. Trong d6 néu ra cic hudng tiép can chinh, nhimng diém ndi bat vé

phuong phap, két qua nghién ctru va chi ra khoang tréng trong nghién ctru.
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- Xay dung co s6 Iy luan ciia dé tai va hé théng hoa cac khai niém cin ban.

4.2. Nghién ciru thye tién

- Khao sat thuc trang muc do va biéu hién cta sy hai long véi dich vu
NHDT cutia khach hang.

- Phan tich cac yéu t6 chii quan, khach quan lién quan dén sy hai long va
anh hudng cua sy hai long dén y dinh tiép tuc tiéu dung dich vu NHDT cua
khach hang.

- Pé xuat mot s6 khuyén nghi nhim nang cao mirc d6 hai long véi
dich vu NHDPT cua khach hang.

5. Gid¢i han pham vi nghién ctru

- V& noi dung nghién ctru

+ Luén an tap trung nghién ctru ly luan va thuc trang sy hai long véi
dich vu NHDT cua khach hang, cu thé 1a mirc d6 va biéu hién su hai long &
nhan thic va cam xuc tich cuc vé chat lvong va giéa ca dich vu NHDT.

+ Luan an nghién ctru sy hai long vé1 dich vu NHDT cua khach hang
theo cac bién s6 nhan khau (d9 tudi, gii tinh, nghé nghiép, thu nhép, trinh
d6 hoc van, khu vuc sinh séng).

+ Ludn 4an tap trung 1am rd cac yéu té chi quan, khach quan lién quan
dén su hai long véi dich vu NHDT cua khach hang, cy thé 1a dic diém tinh
cach, kinh nghiém str dung dich vu cua khach hang, 16i dich vu, su da dang
trong phuong thire sir dung dich vu.

+ Luén an tim hiéu anh hudéng cua sy hai long véi dich vu NHDT
cua khach hang dén y dinh tiép tuc tiéu dung dich vu NHDT cua ho.

- V& phuong phap nghién ciru

Luan 4n sir dung phuong phap nghién ctu dinh lugng két hop dinh
tinh thong qua khao sat bang bang hoi, phuong phap phong van sau. Su hai

long cuia khach hang c4 nhan véi dich vu NHDPT duoc tiép can tu chinh su
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danh gid chu quan cua khach hang thong qua cac phuong phap nay.
- V& khach thé nghién ctru
+ Khach thé nghién ciru chinh 14 754 khach hang ca nhan dang st dung
dich vu NHDT
+ Khach thé nghién ctru bo trg 1a 3 can bd quan 1y ctia ngan hang co it
nhat 2 nam kinh nghiém lam viéc trong linh vuc NHDT.
- V& dia ban nghién ctru
Khao sat ¢ 4 tinh/ thanh phd ¢ Viét Nam 1a Ha N6i, Thanh phd Ho

Chi Minh, Quang Ninh (thi xa Quang Yén), Khanh Hoa (Thi xa Ninh Hoa) —
la cac tinh/ thanh phé 16n cua 3 khu vuc: mién Bic, mién Trung, mién Nam
Viét Nam va la nhirng dia diém c6 cac chi nhanh NHDT.

6. Cau hoi nghién curu

- Cau héi 1: Biéu hién va mtc do hai long vé1 dich vu NHDT cua
khach hang nhu thé nao?

- Cau héi 2: Liéu co su khac biét vé mic do hai long vt dich vu
NHDT ciia khach hang theo mot s6 bién s nhan khau khong?

- Cau hoi 3: Nhitng yéu t6 chu quan va khach quan nao c6 lién quan
dén sy hai long v6i1 dich vu NHDT cua khach hang?

- Cau héi 4: Li¢u sy hai long véi dich vu NHDT c¢6 anh hudng dén y
dinh tiép tuc tiéu dung dich vu NHPT khong?

7. Gia thuyét nghién ciru

- Gia thuyét 1: Khach hang kha hai long v6i dich vu NHDT.

- Gia thuyét 2: C6 sy khéac biét vé mirc do hai long véi dich vu NHDT
theo dic diém nhan khau, trong d6 khu vuc sinh séng tao su khac biét nhiéu
nhat vé muc do hai 10ong.

- Gia thuyét 3: Tinh d& mén, kinh nghiém st dung dich vu NHDT, 15i
dich vu va sy da dang trong phuong thirc stt dung dich vu NHDT c6 lién quan

dén mirc dJ hai long cua khach hang.
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- Gia thuyét 4: Sy hai long véi dich vu NHDPT anh huong dén y dinh
tiép tuc tiéu dung dich vu NHDT.

8. Phwong phap nghién ciru

8.1. Phuwong phap luan nghién ctru

Lu2n an dugc thyc hién theo huéng Tam ly hoc ti€éu dung, dua trén
cac 1y luan vé Tam 1y hoc. Do vay, luan an c6 mot $6 nguyén tac mang tinh
phuong phap ludn sau day:

- Nguyén tac quyét dinh lugn duy vat bién ching cac hién tuong tam ly:

Nguyén tic nay khﬁng dinh moi hién tugng tam 1y nguoi déu phu
thudc mot cach tit yéu va co tinh quy ludt vao cac tac dong bén ngoai (cac
diéu kién x3 hdi — lich su cu thé). Céc tac dong bén ngoai vao con nguoi
thong qua cac diéu kién bén trong (dic diém tam, sinh 1y cta c4 nhan). Nhu
vdy, can phan tich cac yéu td bén ngoai lién quan dén sy hai 10ng cta khach
hang nhu cac dac tinh cua dich vu NHDT, tinh trang tai chinh, khu vyc sinh
sdng, nghé nghiép va trinh do hoc van ctia khach hang...Cac diéu kién bén
trong 1a cac dic diém tdm 1y ca nhan lién quan dén sy hai long cta khach
hang nhu nhén thirc, cam xtc vé dich vu NHDT, tinh cach, kinh nghiém su
dung dich vu NHDT cua khach hang.

- Nguyén tic hoat dong: Quan diém ctia Tam 1y hoc hoat dong khang
dinh rang, tdm ly, ¥ thirc con nguoi dugce nay sinh, hinh thanh va phét trién
trong hoat dong va la thanh phﬁn tat yéu cua hoat dong. Vi vay, su hai long
ctia khach hang chinh 13 két qua ciia hoat dong tiéu dung cua ho. Nghién ctru
su hai long v61 dich vu NHDT cua khach hang can dya trén biéu hién quan sat
dugc trong cac hanh dong mua va st dung dich vu NHDT cua khach hang.

- Nguyén tdc tiép cin nhdn cdch: Mdi nguoi 1a mot chu thé xa hoi véi
cac dac diém nhan cach dic trung. Phan tich mot hién tugng tim 1y con nguoi

can xem x¢€t nd trong moi quan h¢ voi cac dac di€ém nhan cach cua céd nhan.
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Vi vay, nghién ctru su hai 10ng v6i dich vu NHDT cuta khach hang can xem
xét n6 trong mdi quan hé voi dic diém tinh cach ciia khach hang.

- Nguyén tdic tiép cdn lién nganh: Su hai long véi dich vu NHPT cua
khach hang c6 lién quan dén cac yéu t6 tam ly, xa hoi, kinh té va vian hoa. Dé
phan tich vé thyc trang hai long cua khach hang voi dich vu NHDT mot cach
sdu sic va toan dién, ngoai tri thic vé Tam 1y hoc can sir dung tri thic cua
nhiéu nganh khoa hoc lién quan nhu X3 hdi hoc, Khoa hoc tiép thi va Van
hoa hoc...Do viy, nghién ctru sir dung cach tiép can lién nganh.

8.2. Cac phwong phap nghién ciru

Pé giai quyét nhiém vy nghién ctru dé ra, luan an sir dung két hop céc
phuong phap:

- Phuong phap nghién ctru tai licu

- Phuong phap diéu tra bang bang hoi

- Phuong phap phong van sau

- Phuong phap trac nghiém

- Phuong phap phan tich chan dung tim 1y dién hinh

- Phuong phap xt 1y sb liéu bang théng ké toan hoc

9. Pong gop mai cia luan an

9.1. Vé Iy luan

Trén co so tong hop, hé thong hoa va phan tich cac nghién ctru trong va
ngoai nudce, luan an da dong gop vé 1y luan nhu sau:

- Luan 4n d3 tong quan duoc mot s6 xu hudng nghién ctru chinh vé sy hai
1ong cua khach hang véi dich vu NHDT trén thé gidi va ¢ Viét Nam.

- Luén an da hé thdng hoa cac 1y thuyét tiép can khac nhau trong tm ly
hoc vé su hai long cua khach hang va su hai long cua khach hang véi dich vu
ngan hang dién tr, ciing nhu 1y thuyét vé tic dong cua su hai long ctia khach

hang dén y dinh tiép tuc tiéu ding dich vu.
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- Luan an da khai quat dugc cac ndi dung co ban lién quan dén su hai
1ong cua khach hang véi dich vu ngan hang dién tir gdm nhan thirc, cam xuc
ctia khach hang vé dich vu ngan hang dién tir, ¥ dinh tiép tuc tiéu dung, cac
yéu t6 tam 1y — xa hoi (gidi tinh, d6 tudi, khu vuc sinh séng, dic diém nhan
cach, kinh nghiém cé nhan, 16i dich vu, su da dang trong str dung dich vu
ngan hang dién tr).

- Nhitng nghién ctru 1y luan sy hai long vé1 dich vu NHDT cua khach
hang co thé dugc dung nhu mot tai liéu hoc tap cho sinh vién trong linh vuc
Tam 1y hoc nhu Tam 1y hoc ti€éu dung, Tam 1y hoc du lich, Tam ly hoc quan
tri kinh doanh.

9.2. V& thue tién

- Két qué nghién ctru thyc tién da chi ra duoc mire do va biéu hién hai
long v&i dich vu NHDT cua khach hang ca nhan theo danh gia cua khach
hang & 4 tinh/ thanh phd 1a Ha Noi, thanh phé H6 Chi Minh, tinh Quéng
Ninh, tinh Khanh hoa.

- Luan 4n da xdy dung mo hinh va b¢ ti€u chi danh gid su hai long cua
khach hang voi dich vu NHPT, d3 kiém ching va diéu chinh dé danh gia thuc
trang hai long cua khach hang véi dich vu nay. Luén 4n da phat hién muc do
hai long v6i dich vu NHDT cua khach hang hién nay & mirc d§ kha hai long.
Mirc d6 hai 1ong ctia khach hang c6 su khac biét vé gidi tinh, do tudi va khu
vuc sinh séng.

- Trong s6 5 dic tinh cua dich vu NHPT (thun tién, dé st dung, an
todn va tin cdy, hd tro va gia ca dich vu) thi khach hang hai long nhat vé6i tinh
thuan tién va tinh dé st dung.

- Phat hién duoc tinh dé mén, kinh nghiém st dung, 16i dich vu NHDPT
va su da dang trong phuong thic st dung dich vu c6 lién quan dén muc do

hai long cua khach hang.
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- Két qua nghién ctru cho thay sy hai 1ong c6 tic dong manh dén ¥ dinh
tiép tuc st dung dich vu NHDT.

- Luan 4n di dua ra 4 khuyén nghi vé giai phap tam 1y — x4 hoi dé nang
cao muc dd hai long v6i dich vu NHDT cua khach hang, cu thé la: Nang cao
nhan thirc cta khach hang vé chét luong, gia ca dich vu NHPT; Tang cuong
cam xuc tich cyc cua khach hang vé dich vu NHDT; Nang cao kién thire
chuyén mon, ki nang cham soc tam ly khach hang cho luc lugng lao dong cua
ngan hang; Nang cao kién thirc va cach thic st dung dich vu NHDT cua
khach hang.

- Két qud mo hinh va thang do su hai long v6i dich vu NHDT cua
khach hang c6 thé st dung dé cic ngan hang nghién ctu va do ludng
murc do hai 1ong ciia khach hang. Tir d6, cac ngan hang co6 thé diéu chinh
cac chién lugc tiép thi nham nang cao muc do hai long cua khach hang
v61 dich vu NHDT.

10. Céu tric ciia luin an

Sau phan m& dau, luan an duoc két ciu gém 4 chuong:

- Chuong 1: Toéng quan nghién ctru sy hai 1ong voi dich vu ngén hang
dién tr cua khach hang.

- Chuong 2: Ly luan vé sy hai 10ng véi dich vu ngan hang dién tir cta
khach hang.

- Chuong 3: T6 chtrc va phuong phap nghién ctru

- Chuong 4: Két qua nghién ctru thyc trang sy hai long véi dich vu
ngan hang dién tir ctia khach hang ca nhan.

Bén canh do6, ludn an c6 cac ndi dung: Két luan, khuyén nghi, danh muc
cac cong trinh khoa hoc da dugc cong bd ¢o lién quan dén luan 4n, danh muc

tai liéu tham khao va phu luc.
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CHUONG 1
TONG QUAN NGHIEN CU'U SU HAI LONG VOI DICH VU NGAN
HANG PIEN TU CUA KHACH HANG CA NHAN

Trén thé gidi, sy hai long cua khach hang 1a van dé co y nghia quan
trong nham tao ra co s& khoa hoc cho cac chuong trinh phat trién kinh doanh
cu thé. Nghién ciru sy hai 1ong ctia khach hang xuét hién khoang nhiing nim
1970 cia thé ky XX trong cac nganh dich vu khac nhau nhu ngén hang, du
lich, giao thong hang khong, bénh vién,... Dich vu thuong mai dién tir duogc
trién khai dau tién vao nim 1980 tai Scotland. Nam 1997 dich vu thuong mai
dién tr chinh thirc dugc cung Ung bdi cac ngdn hang (e-banking service)
(Furst va cong su, 2002). O Viét Nam, dich vu NHPT da duoc khai dong tu
nam 1994, nhung phai dén nam 2002, cong nghé thong tin Viét Nam méi
thich ing vé6i viée trién khai loai hinh dich vu nay. Tir d6 dén nay, cac nghién
ctru 1y luan va thyuc t& vé su hai 10ng ctia khach hang duoc mé rong va phat
trién trong linh vuc NHDT. Qua tong quan tai liéu co thé chia cac nghién ctru
vé sy hai 1ong ctia khach hang theo 3 huéng nghién ctru chinh nhu sau: (1)
Nghién ctru vé sy hai 1ong cta khach hang; (2) Nghién ctru vé sy hai long cta
khach hang c4 nhan vé6i dich vu NHDT; (3) Nghién ctru vé cac yéu té anh
hudng dén sy hai 10ng ctia khach hang véi dich vu NHDT.

1.1. Nghién ctru vé sy hai 1ong ciia khach hang

Véan dé quan tdm dau tién trong cic nghién ctru vé su hai long cua
khach hang 1a cdu tric cua sy hai long bao gdm thanh t6 nhan thic hay 13
thanh t6 cam xtic hodc ca hai thanh t& ndy va mdi quan hé giira sy hai long va
hanh vi ti€éu dung (Babin va cong su, 2005; Bagozzi va cong sy, 1991). Tt do,
hinh thanh ba cach tiép can chinh nghién ctru vé su hai 10ng cta khach hang:

(1) Nghién ctru vé su hai 1ong cua khach hang tiép can tir quan diém nhan
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thirc; (2) Nghién ctru vé su hai long ctia khach hang tiép can tir quan diém
cam xtc (3) Nghién ctru vé sy hai long cta khach hang tiép cin tir quan diém
thai do.

Céc nha nghién ctru tiép can tir quan diém nhén thirc cho rang, su hai
long ctia khach hang vé co ban 1a két qua ctia qua trinh nhan thire. Cac nghién
ctru x&c dinh sy hai long cua khach hang dya trén danh gia vé su khac biét gitlra
ky vong trude khi tiéu ding voi cam nhan thyc t& vé san phdm sau khi tiéu ding
no (Patterson, 1993; Oliver, 1993; Westbrook va Oliver, 1991). Nhiéu cong trinh
nghién ctru st dung cac 1y thuyét Tam 1y hoc vé nhéan thirc, nhu ciu, dé giai
thich sy hai 10ng ctia khach hang. C6 mot s6 thang do tiéu chuan vé chat luong
dich vu dugc sir dung dé do luong su hai long cua khach hang, trong d6 thang do
SERVQUAL (Service Quality) (Parasuraman va cong su, 1988) dugc s dung
phé) bién nhét. Thang do SERQUAL c6 21 muc la cac ménh dé ngﬁn mang tinh
chdt mo ta vé 5 dic tinh cua chat lugng dich vy, bao gém tinh tin cay
(reliability), tinh d4ap Ung (responsiveness), tinh ddm bdo (assurance), phuong
tién hiru hinh (tangibles) va tinh d6ng cam (empathy).

Quy trinh do luong chét luong dich vu trong mé hinh SERVQUAL
co6 3 phan doan gém xac dinh muc d6 cam nhan két qua dich vy, xac dinh
murc d0 ky vong, sau do tinh khoang cach gifra 2 dai luong nay. Po luong hai
long cua khach hang dugc tap trung vao mot loat biéu hién cu thé cua cac dic
tinh chung cua chét lugng dich vy va xac dinh xem dac tinh nao li€én quan dén
su hai 10ng. Zeithaml va cong sy (2000) di phat trién E-SERVQUAL & do
luong chat luong dich vu di¢n tr, bao gém mot sb yéu td bod sung nhu tinh
truy cap, tinh dé st dung, tinh hi¢u qua ctua hé théng, tinh linh hoat, tinh bao
mat vé quyén riéng tu va cac yéu td khac huong loi tir viée st dung NHDT.

Mot trong nhitng nghién ctru ban dau vé su hai 1ong cta khach hang

st dung thang do SERVQUAL la nghién ctru ctia Cronin va Taylor (1992).
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Két qua nghién ctu cho théy, c6 mbi quan h¢ gitra chét luong dich vy, sy hai
1ong cua khach hang va y dinh tiép tuc tiéu dung dich vu. Do d6, ngudi quan
1y can phai chi trong dén sy hai 1ong cta khach hang hon 1a chi cht ¥ dén yéu
td chat luong dich vu.

Nghién ctru st dung thang do SERVQUAL dé xac dinh su hai long
ctia khach hang vé dich vu ngan hang thuong mai & My ctia Lopez va cong su
(2007) cho thay, su hai long dugc do ludng theo 4 dic tinh cia chat luong
dich vy la tinh tin cdy, kha nang dép ting, tinh déng cam va tinh an toan, trong
d6 tinh tin cdy, kha ning dap ung 1a quan trong nhat. Két qua cta nhiéu
nghién ctru khic cho thdy, sy hai long ciia khach hang hau nhu luén phu
thudc vao chat luong, gia ca dich vu ma cong ty cung cip va anh huong manh
mé dén long trung thanh (Cronin va cong su, 2000; Zeithaml va cong su,
2003; Tsai, 2010). Cac nghién cuou danh gia tic dong cua gid ca san
pham/dich vu dén sy hai long cua khach hang chi ra rang, vai trd cua gia ca
trong su hai long cua khach hang phu thudc vao dac diém nhan khau va mong
doi ctia khach hang d6i voi san pham.

Tai Viét Nam mét trong nhiing nghién ctru tiép can tir quan diém nhan
thirc 1 nghién ctru vé su hai 1ong ctia khach hang voi dich vu ngan hang ban
1é ctia Ngo Vu Minh va Nguyen Huan Huu (2016). Két qua cho thy, nhan
thic vé chat luong dich vu la thanh tb quan trong cua su hai long. Nhan thuc
vé chat luong dich vu anh huéng dén long trung thanh. Nhu vay, cac nghién
ctru vé su hai 1ong ctia khach hang tiép can tir quan diém nhan thic d3 chi ra
cac dic tinh cu thé cua chat luong dich vu lién quan dén sy hai long va anh
hudng cta sy hai 1ong dén hanh vi tiép tuc tiéu dung ciia khach hang. Cac
nghién ctru trén khong cung cip thong tin vé nhitng cam xtc dugc goi 1én

trong qua trinh tiéu dung san pham / dich vu.
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Nghién ciru vé su hai long ctia khach hang tiép can tir quan diém cam
xtic xuat hién vao nhitng nam 1990 (Loken, 2006; Huang, 2001). Trong tam
chinh cua cac nghién ctru theo hudng nay 1a coi sy hai long 1a mot trang thai
cam xuc (Millar va Tesser, 1986; Westbrook va Oliver, 1991; Spreng va
Mackoy,1996; Kotler, 1997; Bagozzi va Nyer, 1999). Nhiéu nha nghién ctru
cho rang, khach hang khong thuong xuyén hanh dong dua trén 1y tri (Einhom,
1981; Achar va cong su, 2016). Su hai long ctia hg con phu thudc vao hang
loat nhitng cam xuc tu dong trong tiém thirc ma khong can xir 1y toan dién
thong tin c6 dugc vé san pham / dich vu. Do d6, nhiéu nha nghién ctu da
nhin manh ngudn gbc cua cac cam xtc nay sinh trong qua trinh tiéu dung tao
thanh su hai long cua khach hang (Phillips va cong su, 2002; Van Dolen va
cong su, 2001; Riadh Ladhari, 2007; Watson va cong sy, 2007; Westbrook,
1980; Liljander, V. va Strandvik, T., 1997; David va cong su, 2008; Gracia va
Grau, 2011; Han, 2013; Hun Dai va cong sy, 2014; Kim, 2015). Cac ly thuyét
Tam 1y hoc vé cam xuc duoc tng dung vao nghién ctru sy hai long cta khach
hang nhu 1y thuyét cam xac cua Izard (1991), Ekman (1992), m6 hinh cam
xuc cua Plutchik (1980), md hinh vong tron cam xuc cua Russell (1980).

Mot sb nghién ciru vé su hai 10ng ctia khach hang di sir dung thang
do cam xuc thong qua cac khudn mat (facial action coding system -FACS)
(Ekman va Friesen, 1971; Dunham va Herman, 1975; Kunin, 1998). Thang do
nay dua ra hinh v€ cac khudon mat thé hién nhitng khia canh x0c cam khac
nhau cuia su hai long trén thang 11, thang 5 hodc 6 diém. Khach hang duogc dé
nghi danh dau vao khuon mat thé hién cam xtc cua minh vé san phém noi
chung. Cac khao sat cam xutc théng qua cac khudn mit trong thuc té c6 thé
cling tot trong viéc nam bat cam xtic chung ciia khach hang. Tuy nhién, khong
thé xac dinh duoc chinh x4c cac khudn mait thé hién cam xuc riéng 1¢ vé su

hai long hay khong hai 1ong voi cac dic tinh cia mot san pham / dich vu. Vi
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vay, thang do cam xuc thong qua cac khudén mat khong dugc str dung nhu la
mot cong cu chan doan tdt vé sy hai long vai san phém / dich vu.

Mot sb phuong phap phd bién do ludng biéu hién cam xuc cu thé cua
khach hang nhu phuong phap diéu tra bang bang hoi, phuong phip phong
van, phuong phép tric nghiém. Nguoi tham gia c6 thé tra 16i bang cach déanh
dau trén mot thang do vé cam xuc 5 bac tur “khong biéu hién” dén “biéu hién
rat thuong xuyén”. Co thé danh gia tong quat muc d6 hai 1ong qua cdu hoi
“Xem xét v& moi phuong dién, ban hai long véi san phém da mua td1 mirc
na0?”. Ngudi tra 101 c6 thé tra 101 bang cach danh diu trén mot thang do 5 bac tir
“rat hai 10ng” cho dén “rat khong hai long”. Piém s6 cua thang do duogc cong lai
thé hién diém hai long tong quat. Co mot s6 bang chimg cho thiy, viéc danh gia
biéu hién cam xuc nhu vay ciing c¢6 hiéu luc gibng nhu cic thang do nhén thic
bao gém mot sd khia canh khac nhau cua su hai long (Wanous, Reichers va
Hudy, 1997). Nghién ctru ctia Getty va Thompson (1994) cho thay, cac cam xuc
tich cuc (dé chiu, thoai mai, nhe nhdm, vui, thich) co tac dong truc tiép t61 y dinh
tiéu dung tiép tuc.

Trong nghién ciru ctia Liljander va Strandvik (1997) vé sy hai long ctia
khéach hang véi dich vu lao dong, viéc lam & Phan Lan, céc tac gia da st dung
phuong phap diéu tra bang bang hoi nghién ctru biéu hién cta cac cam xuc tich
cuc hodc tidu cuc vé cac dic tinh khac nhau cta chét luong dich vu. Két qua
nghién ctru cho théiy, cac cam xuc tich cuc (an tam, vui vé, phén khéi, thoai mai)
14 yéu t6 tao thanh su hai 10ng ¢ phan 16n khach hang. Nguoc lai, cam xtc tiéu
cuc (chan nan, kho chiu, buc boi, khong thodi mai) li€n quan dén sy khong hai
long cta khach hang. Nghién ctru cia Wong (2004) va Ladhari (2009) cho thay,
viéc cung cép cac dich vu dam bao chat luong c6 lién quan dén cam xuc tich cuc
va anh huong dén su hai long cta khach hang. Mot s6 nghién ctru khac da phat

hién, vui thich, phan khoi, hanh phuc, d& chiu vé chat luong san pham / dich vu 1a
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cac cam xtc tich cuc quan trong nhat ddi voi sy hai long cua khach hang (Yu va
Dean, 2001; White va Yu, 2005; Sukhu va cong su, 2018). Nhin chung, cac
nghién ctru vé su hai long ciia khach hang tiép can tir quan diém cam xuc da
chimg minh, cam xic tich cuc vé chat lugng san pham / dich vu 1 mot thanh t5
cua su hai long cua khach hang.

Nhiéu nha nghién ctru su hai long cta khach hang tiép can tir quan
diém thai d6 cho rang, sy hai long ctia khach hang 1a két qua cua nhan thirc va
cam x0c vé san phém hodc dich vy, h¢ qua cua sy hai long 1a long trung thanh
/ hanh vi tiéu dung du dinh (Anderson, Fornell, va Lehmann, 1994; Tse va
Wilton, 1990). Céc 1y thuyét ciia Tam 1y hoc xa hoi vé thai do va hanh vi du
dinh (Theory of Planned Behavior) (Ajzen, 1985, 1987, 1991) dugc ung dung
dé giai thich vé su hai 1ong cua khach hang. Khao sat su hai long cua khach
hang, nguoi tra 101 ¢o thé tra 16i béng cach danh dau trén mot thang do 5 bac
tir “hoan toan khong dong ¥~ dén “hoan toan dong y” vé dic diém cua chét
luong dich vu. Piém sb cua thang do dugc cong lai thé hién diém hai long
tong quat.

Ranaweera va Neely (2003) da chi ra rang c6 mbi lién hé chit ché
gitta chat luong dich vu va long trung thanh; nghia 13, nhan thic vé chit
lugng dich vu cang cao thi mirc d0 y dinh tiép tuc ti€u dung, mua lai cang 16n.
Vi vay, nhan thirc vé chét luong dich vu 1a dong lyc quan trong cua viéc gilr
chan khach hang. Nghién ctru ctia Cronin va cong su (2000) cho thay, nhiing
khach hang ma c6 sy hai long biéu hién qua nhan thirc va cam xuc tich cuc vé
dich vu thi c6 ¥ dinh tiép tuc tiéu ding, va co thé s& chi tiéu nhiéu hon, cung
cap cac thong tin tich cuc vé dich vu théng qua quang céo truyén miéng hoic
s& thu hat thém khach hang méi cho cong ty. Nghién ctru vé dich vy am thuc
cua Ladhari va cong su (2008) cho théy, su hai long cua khach hang thé hién

qua nhan thurc va cam xuc tich cuc vé chat lugng, gia ca dich vy. Sy hai long
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cua khach hang 4nh hudng dén y dinh tiép tuc tiéu dung dich vu am thuc. Dic
biét, cac tac gia nhan thdy rang, so v&i nhan thirc thi cam xuc tich cyc 1a mot
yéu t6 du doan chinh xac hon vé y dinh tiép tuc ti€u dung.

Liljander va Maria Bergenwall (1999) da diéu tra cam xuc cuia khach
hang vé bon dich vu du lich: dén tiép & diém dén, luu tra & khach san, hudng
dan du lich va di chuyén bang chuyén bay tro vé. Két qua nghién ctru cho
thdy, cac cam xuc tich cyc (hanh phuc, d& chiu, vui, thich, phan khich) vé chét
lugng cao cua cac dich vy dan dén sy hai long va cam xuc budn chéan, nhan
roi xudt phat tr nhan thirc vé chat lugng thép cua cac dich vu du lich dan dén
su khong hai long cua khach hang. Cac cam xuc tich cyc c6 tic dong manh
dén y dinh tiép tuc ti€u dung dich vu. Nghién ctru cia David va cong su
(2008) cho théy, nhan thirc va cam xtuc tich cuc (vui vé, phén khich, thich,
htrng thu) vé dich vu gidi tri tai san van dong co lién quan chdt ch€ véi sy hai
10ng va cac yéu tb nay tac dong dén y dinh tiép tuc tiéu dung dich vu giai tri.

Nghién ctru cua Gracia va cong su (2011) vé dich vu cta khéach san
va nha hang da phat hién ra réng, 5 ddc tinh cua chat luong dich vy, bao gém
tinh tin cdy, tinh ddm bao, tinh ddp ung, tinh déng cam va tinh hitu hinh déu
1a cac dic tinh quan trong lién quan dén su hai long ctia khach hang. Cac cam
xtc tich cuc (hanh phuc, dé chiu, vui vé, hai long, thu vi va phén khich) la
biéu hién cho su hai long cua khach hang. Nhén thirc vé chat luong dich vu c6
mbi quan h¢ tich cuc manh mé€ vdi cam xuc vé dich vu cua khach hang. Su
hai long voi dich vu anh huong dén 10ng trung thanh cta khach hang véi né.
Nhiéu nghién ciru da ching minh sy hai long biéu hién qua nhan thirc va cam
xuc tich cuc, va mdi quan hé tich cuc gitta sy hai long cta khach hang va ¥
dinh tiép tuc tieu dung (Koenig-Lewis va Palmer, 2014; White va Yu, 2005;
Gracia va cong su, 2011; Ngo & Pavelkova, 2017).
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Nhu vay, cac nghién ctru vé su hai 10ng cta khach hang tir quan diém
thai do chi ra réng, nhan thirc, cam xtc tich cuc cua khach hang tao thanh sy
hai long cua ho. Mtrc do hai long cua khach hang véi dich vu anh hudng tich
cuc dén y dinh tiép tuc tiéu dung dich vu nay.

1.2. Nghién ciru sw hai long cua khach hang ca nhan véi dich vu
ngan hang dién tir

Céc tac gia Hossam Deraz va Faisal Iddris (2019) thong ké cac bai bao
nghién clru vé su hai long véi dich vu NHDT cong bd trén cac tap chi co6 uy
tin trén thé gidi tir naim 2008 dén 2017 cho thay, tong sb cd 44 bai bao, trong
d6 c6 28 bai bao (chiém 63%) nghién ciru su hai long cua khach hang véi
dich vu NHDT str dung thang do SERVQUAL va E-SERVQUAL. Sau day la
mot s6 cong trinh nghién ciru tir ndm 2010 dén nay di gop phan lam sang t6
cac thanh td cta sy hai 10ng ctia khach hang c4 nhan vé dich vu NHDT.

- Céc nghién ctru & mot sd nudc trén thé gidi

Nghién ctru cua cac tac gid Lin, Wu, Chang, (2011) su hai long cua
khach hang & Pai Loan dugc do luong dua trén nhan thuc vé céac yéu td chat
lugng cua trang web. Cac tac gia st dung thang do E — SERQUAL da duogc
diéu chinh dé do luong su hai long caa 390 khach hang. Két qua nghién ctru
da chi ra 4 dac tinh quan trong cua chat lugng trang web dé do luong su hai
1ong cuia khach hang 14 chét luong hé thdng thong tin truc tuyén, tinh tin cay,
tinh dé str dung va tinh hd trg cua dich vu NHDT.

Yoshimi (2012) nghién ciru vé anh hudng cia cam xuc dén y dinh
tiép tuc tiéu dung dich vu NHDT ctia khach hang ¢ Nhat ban. Tac gia khao sat
trén 1523 khach hang. Tam cdp cdm xtc dugce danh gia la: Khong thodi mai -
An toan; Buc boi - Vui vé; Kho chiu - D& chiu; That vong — Hanh phc; Budn
té - Phan khoi; Chan - Thich tha; Bi xtc pham — Ton trong nhan phém. Két
qua nghién ctru chi ra cac cam xtc tich cuc tao thanh sy hai long cua khach
hang, cac cam xtic tiéu cuc lién quan dén sy khong hai 1ong ctia khach hang.
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Cam xuc anh huéng manh dén y dinh tiép tuc tiéu dung dich vu NHPT.
Nhom khach hang co nhiéu kinh nghiém st dung dich vu c6 cam xuc tich cuc
thuong xuyén hon so véi1 nhom it kinh nghiém.

Loke, Noor, Khalid (2012) nghién ctu sy hai long cua khach hang
vt dich vu NHDT tai Malaysia. Cac tac gia sit dung thang do SERQUAL
trén 172 khach hang. Két qua nghién ctru chi ra 3 dac tinh cua dich vu NHDT
co vai tro quan trong ddi vé6i su hai long cua khach hang 1a tinh an toan, tinh
bao mat, tinh hd tro, trong d6 tinh an toan va tin cdy 1a quan trong nhat. Két
qua nghién ctru ciing cho thdy, cac yéu to nhan khau (d6 tudi, thu nhap, trinh
do hoc Vén) anh huong dén sy hai long cua khach hang.

Nochai (2013) st dung thang do SERVQUAL dé nghién ctru su hai
long ctia khach hang c4 nhan voi dich vu NHDPT ¢ Bangkok, Thai Lan. Két
qua nghién ctru chi ra sy hai 1ong biéu hién & nhan thirc vé 7 dic tinh cta chat
luong dich vy, gdm tinh dép ng, tinh bao mat va an toan, tinh hap dan cua
cac thong tin, tinh dé st dung, tinh tin cdy, tinh ho tro.

Nghién ctru cua cac tic gida Ariff, Yun, Zakuan va Ismail, (2013)
dugc khao sat trén 265 khach hang & M4 Lai cho thay sy hai long ctia khach
hang biéu hién & nhén thicc vé 5 dic tinh cta chét lugng dich vu NHDT, bao
gém tinh dé st dung, tinh bao mat, tinh an toan, tinh ho tro, chét lugng thong
tin ctia trang web. Su hai 1ong cua khach hang anh huong manh dén long
trung thanh cua ho véi dich vu NHDT.

Rychalski, Aude (2014) khao sat 1440 khach hang da thuc hién cac cudc
goi dién thoai dén Trung tam cham soc khach hang st dung dich vu dién tor &
Phap. Két qua nghién ctru cho théy, cam x1c tich cyc tir cac cudc goi tao nén su
hai long cho khach hang, cam xtc ti€u cuc lién quan dén su khong hai long. Cam
xuc tich cuc tir cac cude goi anh huong dén quyét dinh sir dung tiép tuc dich vu
dién tir ctia nha cung cap, khong chuyén doi nha cung cip dich vu dién tir, sy tham

gia vao quang cao truyén miéng tich cuc vé dich vu dién tir.
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Sita (2014) khao sat 206 khach hang sir dung dich vu NHPT. Két qua
nghién ctru cho thdy sy hai long biéu hién ¢ nhan thirc vé 5 dic tinh cta chat
luong dich vu NHDT, do6 1a tinh tin cdy, tinh dap Gmg, tinh déng cam va tinh an
toan va bao mat. Nhan thic ctia khach hang vé su twong xtng gitra chit lugng
dich vu va chi phi vé gi4 dich vu anh hudng manh dén ¥ dinh tiép tuc tiéu dung
dich vu NHDT.

Zavareh va cong su (2012) nghién ctru sy hai long véi dich vu NHDT cua
khéch hang & Iran. Nghién ciru da sir dung thang do E — SERQUAL d4 diéu chinh
pht hop véi thuc té dich vu NHPT ¢ Iran. Két qua nghién ctru da chi ra nhén thic
vé 7 dic tinh cta dich vu NHDT biéu hién cho sy hai long ciia khach hang, d6 1a
chét luong hé théng thong tin truc tuyén, tinh bao mat, tinh tin cy, tinh thAm my
cua trang web, tinh thuan tién, tinh hd tro va tinh dé sir dung.

Nghién ctru sy hai 1ong ctia khach hang voi dich vu NHPT & An Do
cua cac tac gia Sikdar va Makkad (2015) stir dung thang do chat luong dich vu
SERQUAL da chi ra sy hai long biéu hién trong nhan thirc vé 4 dac tinh cua
dich vu NHPT: tinh bao mat, tinh thuan tién, tinh hd trg, tinh dé sir dung va
thuong hiéu cua dich vy, gia dich vu. Két quéa nghién ctru cling chi ra anh
hudng cua 4 dic diém nhan khau dén mac d6 hai long cua khach hang 1a do
tudi, trinh dd hoc van, kinh nghiém st dung dich vy, khu vuc sinh séng.

Aruna (2018) nghién ctru chat lugng dich vu NHPT & tinh Vellore,
An d6. Két qua khao sat trén 516 khach hang cho thay, su hai 1ong duoc biéu
hién & nhan thic vé 6 dic tinh cua dich vu NHDT lién quan tich cuc dén su
hai long 1a tinh tin cdy, tinh thuan tién, cac phuong tién hiru hinh, tinh an toan
va bao mat, tinh ho tro. Su hai long anh hudng manh dén long trung thanh ctua
khach hang.

Tabash, Albugami, Salim va Akhtar (2019) nghién ctru tac dong cua

chat luong dich vu NHDPT cia cac ngan hang Hoi gido dén su hai long cua
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khach hang & A Rap Xé Ut. Két qua nghién ctru trén 373 khach hang cho
théy, nhén thirc vé 5 dic tinh cta dich vu NHDT tao nén su hai long 1a tinh tin
cdy, tinh thuan tién, tinh d& sir dung, tinh bao mat quyén riéng tu, trong do,
tinh dé str dung 14 quan trong nhat.

Sadia, Xu va Hamid (2020) nghién ctru sy hai long va tac dong cua sy hai
long khach hang dén y dinh hanh vi tiéu dung dich vu NHDT ¢ Qatar. Cac tic gia
khao sat 235 khach hang. Két qua nghién ctru da chi ra su hai 1ong biéu hién ¢
nhan thirc cia khach hang vé 5 dic tinh cua dich vu NHDT, d6 1a tinh thuén tién,
tinh an toan va tin cdy, tinh hd tro va ning lyc giao tiép clia nhan vién. Két qua
nghién ctru xac nhan, su hai 1ong cta khach hang anh hudng tich cuc dén ¥ dinh
tiép tuc tiéu dung dich vu NHDT.

Trong nghién ctru vé vai tro cua dich vu dam may va chét lugng dich vu
NHDT ddi véi sy hai long cua khach hang ¢ Trung Qudc, cac tac gia Li va cong
su (2021) da chira 3 yéu t6 quan trong dbi voi sy hai long véi dich vu NHDT cua
khéch hang 1a tinh bao mat, chat luong cua hé théng thuong mai dién tr va trinh
d6 dao tao vé cong nghé thong tin ctia khach hang. Két qua nghién ctru cho thay,
kinh nghiém sir dung may tinh va cong nghé ngan hang dnh hudng manh dén sy
hai long cua khach hang.

Silvia va Rodolfo (2021) nghién ctru tic dong ctia cam xuc dén mébi quan
hé giita nhan thirc vé dich vu truc tuyén va 10ng trung thanh ctia khach hang. Cac
tac gia khao sat 496 khach hang. Két qua nghién ctru cho thdy, cam xuc tich cuc
anh huong truc tiép dén 1ong trung thanh. Céc tic gia di chi ra 4 yéu t6 quyét
dinh sy hai long ctia khach hang 13 nhan thic, cam xtc tich cuc ctia khach hang vé
chit luong dich vu, chit luong thong tin trén trang web va ha tang cong nghé
théng tin va truyén thong,

Hung, Tseng, Chang va Ho (2021) nghién ctru 288 khich hang st dung
dich vu NHDT & Thai Lan, da chi ra réng, nhan thire vé dich vu NHPT ¢6 mbi
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twrong quan v6i cam xuc vé dich vu nay. Cac yéu t6 anh huong dén y dinh tiép tuc
tiéu dung, bao gém kién thirc c4 nhan, kinh nghiém st dung va thong tin vé dich
vu NHDT tir phuong tién truyén thong, quang ba cac dai ly, quang cao truyén
miéng tich cyc. Két qua nghién ciru ciing cho thiy, nhan thirc vé chét luong dich
vu tac dong tich cuc dén y dinh tiép tuc tiéu dung va co thé dugc cai thién béng
cach cung cap chit luong dich vu NHPT t6t va chi phi vé gia ca hop 1y.

Tong quan cac nghién ctru vé sy hai 10ng voi dich vu NHPT & nudc ngoai
cho thay mot sb két qua nhu sau: (1) Nhiéu nghién ctru da khang dinh nhan thic
va cam xtc tich cuc vé dich vu NHDT 14 hai thanh t6 tao thanh sy hai long cua
khéch hang ; (2) Chi ra 5 dac tinh co ban cia dich vu NHDT trong sy hai long cua
khéch hang, do 1a tinh thuén ti€n, tinh an toan va tin cy, tinh dé su dung, tinh hd
tro, gia ca dich vy; (3) Khéng dinh su hai long ctua khach hang anh hudng dén
long trung thanh / y dinh tiép tuc tiéu dung dich vu NHDT.

- Céac nghién ctiru ¢ Viét Nam

Lé Thé Gioi va Lé Van Huy (2012) nghién ctru nhan thirc vé chét luong
dich vu NHDT, sy hai long va y dinh tiép tuc str dung dich vu NHDT cua khach
hang. Céc tac gia chi ra 4 dic tinh quan trong cua chét lugng dich vu NHDPT, 1a
tinh hiru hinh, tinh tin cy, tinh ddng cam va tinh dap g va chat lugng hé thong
thuong mai dién tir, lién quan dén mirc d6 hai 1ong. Mtc d6 danh gia cua khach
hang vé cac dic tinh nay cua dich vu NHPT cang cao thi mitc do hai 1ong cang
cao, nhan thirc vé chit luong dich vu NHDT c6 anh hudng tich cuc td1 y dinh tiép
tuc s dung dich vy nay.

Van Dinh va Lee Pickler (2012) nghién ctru sy hai long cua khach hang
trong linh vuc ngan hang ban 1¢ dya trén khao sat ¥ kién cta 203 khach hang.
Két qua nghién ctru cho théy, vai tro quan trong cua 6 ddc tinh cua chét luong
dich vu NHDT dbi voi sy hai long cua khach hang, do la tinh tin cdy, tinh

thuan tién, tinh hd tro, tinh thong tin cua trang web, tinh an toan va bao mat.
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Ngoai ra két qua nghién ctru cling cho thay, anh huong ctia cac dic diém nhan
khau dén su hai 1ong ciia khach hang.

Tran Pirc Thang (2015) nghién ctru v& mdi quan hé gitta mirc d6 hai 1ong
va mic do trung thanh ctia khach hang. Két qua nghién ctru cho thay, cac dich vu
NHDT duoc str dung phd bién 1a rat tién, chuyén tién, van tin tai khoan. Céc dich
vu khac it str dung 1a thé tin dung, giao dich chiing khoan va thanh toan hoa don.
Khéch hang sir dung dich vu da s6 1a nhitng ngudi tré tudi, ¢ trinh do dai hoc tré
1én va c6 thu nhap & mirc d§ trén trung binh so v&1 mirc thu nhip binh quan &
nhém khach hang. Két qua nghién ctru ciing cho thay, yéu td tudi va thu nhap
khong 1am anh hudng dén mirc d6 hai long va mirc do trung thanh ciia khach
hang. Céac dic tinh vé chat luong dich vu NHDT dugc chi ra 1a tinh tin cdy, tinh
thuan tién, tinh hd trg 13 co s& cho su hai long. Nghién ctlru két luan réng, su hai
long ctia khach hang anh hudng 16n dén 10ng trung thanh ciia khach hang,

Ngo Vu Minh, Nguyen Huan Huu (2016) nghién ctru vé mdi quan hé
gitra su hai long va 10ng trung thanh cua khach hang. Duya trén két qua khao
sat 261 khach hang c4 nhan, cac tac gia cho thiy, sy hai long anh hudng dén
long trung thanh cta khach hang. Nghién ctru d3 chi ra 5 dic tinh cta chat
luong dich vy, gém tinh tin cay, tinh dap Gng, nang luc phuc vy, tinh déng
cam va phuong tién hiru hinh, trong d6 quan trong nhat 13 phuong tién hiru
hinh, c6 anh huéng tich cyc dén 1ong trung thanh.

Ngo va Pavelkova (2017) nghién ctru vé sy hai 1ong va 1ong trung thanh
ctia khach hang & Viét Nam va sy anh hudng ctia yéu td gia ca. Sau khi tong hop,
phan tich va danh gié, cac tac gia két luan rang sy hai 1ong anh hudng tich cuc dén
long trung thanh cta khach hang. Ngoai ra gia ca dich vu dong vai trd rat quan
trong d6i v6i sy hai 1ong va c6 anh hudng t6i long trung thanh.

Nguyén Thuy Trang (2017) cho rang dic tinh an toan va tin cdy cta dich

vu NHDT ¢6 vai tro 16n ddi véi sy phat trién cta dich vu nay do nhén thirc vé tinh
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an toan va tin cdy, bén canh kha ning dap tmg va su thuan tién, 1 thanh phan
quan trong tao nén sy hai long cua khach hang. Khach hang hai 1ong dnh huéng
dén tich cuc dén y dinh tiép tuc st dung dich vu.

Trong nghién ctru cia Ha Nam Khanh Giao (2019) vé mtc d6 hai long
ctia khach hang s dung thé thanh toan tai thanh phd HO Chi Minh, tac gia
cho théy murc d§ hai long dugc tao nén tir 4 nhan td cta dich vu NHPT, d6 1a
tinh tin cdy, tinh thuan tién, kha ning giai quyét van dé va gia ca.

Lé Chau Phu (2019), trong nghién ctru anh hudng cta nhan thic vé
tinh dé st dung va rii ro trong giao dich dich vu NHPT va 1ong trung thanh
ctia khach hang, két luan rang nhan thirc vé rii ro c¢6 tic dong manh dén long
trung thanh cta khach hang, tiép theo 13 nhan thirc vé tinh dé sir dung. Pay 1a
2 trong sd cac yéu t6 lién quan dén su hai 1ong ciia khach hang.

Bui Van Thuy (2019) nghién ctru vé su hai long v6i dich vu NHDT
ctia khach hang c4 nhan ¢ Pong Nai dya trén khao sat y kién cta 432 khach
hang. Tac gia két luan rang, sy hai 10ng lién quan dén 7 dic tinh vé chét luong
cua dich vu NHDT la: tinh hiéu qua, tinh thiét ké cua trang web, tinh bao mat,
tinh dap ung, tinh bdo dam, tinh déng cam va tinh wvu dai cua dich vu.

Nguyén Vian Thuy (2019) nghién ctru vé chat luong va su hai long véi
dich vu NHDT cua khach hang cia ngan hang Vietcombank tai Thanh phd
HO Chi Minh cua 347 khach hang. Tac gid chi ra 5 ddc tinh cua dich vu
NHDT c6 vai tro quan trong nhat dbi voi sy hai long cua khach hang, dé 1a
phuong tién hitu hinh, hé théng, tinh tin cdy, tinh dam bdo, gia ca dich, trong
d6 yéu tb gia ca.

Trong khéao sat 225 khach hang cua Nguyén Hong Quén (2020) vé sy
hai long vé chat lugng dich vu NHDT tai ngan hang thuong mai Tién Phong,
tac gia cho thdy, 6 dic tinh cua dich vu NHDT c6 vai trd quan trong dbi véi

sy hai long cua khach hang la tinh tin cdy, tinh dap Gng, phuong tién hiru
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hinh, nang lyc phuc vy, tinh d@)ng cam, gia ca dich vy, trong do, tinh tin cay
quan trong nhat.

Gan day, khia canh cam xuc trong su hai long dd dugc quan tim trong
trong nghién ctru cia Ngo Ptrc Chién (2022). Téc gia cho rang, su hai long 13
cam giac vui, hanh phuc khi stt dung dich vu NHDT. Do do, tac gia da khao
sat cac cam xuc tich cuc nay trong thang do su hai long vé dich vu NHDT.

Nhin chung, nhiitng nghién ctru vé su hai long véi dich vu NHDT ¢
nuée ta cho thy, khach thé nghién ctru kha hai long véi dich vu NHPT. D6
la mdt trong nhitng co s& dé khéng dinh su 6n dinh va phat trién thuong mai
dién tir ciia ngan hang & nudc ta. Tuy nhién, nhitng nghién ciru vé sy hai long
v6i1 dich vu NHDT & nudc ta chu yéu tor goc do Kinh té hoc, Khoa hoc tiép
thi, rat hiém hoi c6 nghién ctru dé cap dén khia canh cam xtc cia su hai 1ong
va chi méi duge quan tAm gan day, va chua c6 nghién ctru nao dudi goc do
Tam 1y hoc.

Két qua nghién ctru vé su hai 1ong vé6i dich vu NHPT ¢ nudc ta c6 thé
dua ra mot sb nhan xét nhu sau: (1) Hau hét cac cong trinh nghién ctru vé su
hai long ctia khach hang v6i dich vu NHPT tiép can theo quan diém nhéan
thirc, trong d6 nhéan thirc 1a thanh phan cua sy hai long. Nhiéu nghién ctru
khéng dinh vai tro quan trong cia 5 dac tinh co ban cua dich vu NHDT la tinh
thuan tién, tinh an toan va tin cay, tinh dé su dung, tinh hd tro, gia ca dich vu
trong danh gia mirc d6 hai long; (2) Khang dinh su hai 10ng anh hudng manh
dén long trung thanh cta khach hang.

1.3. Nghién ciru vé mdt so yéu to lién quan dén sy hai long véi dich
vu ngan hang dién tw

Céc két qua nghién ctru vé cac yéu td lién quan dén sy hai long voi dich
vu NHDT cua khach hang dé cap dén cac noi dung khac nhau, nhung két qua

nghién ctru nhi€u nhat l1a cac yéu t0 nhan khau (dd tudi, gioi tinh, nghé
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nghiép, trinh d6 hoc van, thu nhap, khu vuc sinh séng) va cac yéu té tam 1y ca
nhan (tinh cach, kinh nghiém st dung dich vu), cu thé nhu sau:
1.3.1. Céc yéu t6 nhén khiu

- D6 tudi

Zeithaml va Gilly, (1987) va Karjaluoto, (2002) nhan thiy rang,
nhitng nguoi tré tudi c6 xu hudng st dung NHPT nhiéu hon, diéu nay lién
quan dén d6 tudi va kha ning str dung cong nghé. Homburg va Giering (2001)
chi ra ring, hanh vi quay lai mua cta khach hang tré tudi bi anh huéng manh
mé boi sy hai long, trong khi khach hang 16n tudi ¢6 xu hudng trung thanh
hon véi dich vu. Mittal va Kamakura (2001) cho rang, nhiing thay ddi sy hai
long cua khach hang it anh hudéng t61 hanh vi quay lai mua cua khach hang
cao tudi. Nguoi tieu dung cao tudi co thé khong muén s dung dich vu NHDT
bdi cac van d& nhu han ché vé kha niang hién thi. Times (1996) va Kerem
(2002) tiét 16 rang ngudi dung Internet ¢6 xu huéng & do tudi thanh nién va
ho s& bi thu hut rat nhiéu boi cac dich vu NHDT.

Theo Akinci va cdng su, (2004); Laforet va Li, (2005), nhiing nguoi
trung nién c6 xu hudéng st dung dich vu NHDT nhiéu hon so vé6i nhitng ngudi
tré tudi hon hodc cao tudi 1a do nhom ngudi trung nién co trinh do hoc vén
cao thuong str dung cong nghé dién tir trong cong viée, boi vy, ho dé tiép
can va st dung dich vu dién tir hi€u qua hon, kha nang xtr 1y thong tin cao
hon, tiép nhan thong tin moéi d& dang hon, linh hoat hon trong tiéu ding so
v6i cac nhom tudi khac. Abu-Shanab va cong su, (2015) nhan thiy, d6 tudi la
mot yéu t6 dur bao dang ké vé y dinh hanh vi sir dung céng nghé. Nghién ctru ciia
Tran Ptc Thing (2015) cho thiy, khach hang str dung dich vu NHDT thuong 1a
nhitng ngudi co trinh d6 hoc van cao, tré tudi, sdng tap trung tai thanh phé 16n.

- Gioi tinh
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Nghién ctru tdm 1y giéi tinh d& phat hién nhiéu dic diém khac nhau
vé gidi tinh c6 kha ning tac dong dén su hai 10ng ciia khach hang truc tuyén.
Nghién ctru ciia Homburg va Giering (2001) chi ra rang, khach hang nam gigi
hai long véi dich vu va ¢6 ¥ dinh quay lai mua né & mirc cao hon so voi nit
gidi. Su hai long v61 quy trinh ban hang & nir giéi manh hon nam gioéi.
Nghién ctru ctia Hennigs va cong su (2010) cho thay, da sé phu nir st dung
dich vu NHDT vi sy thuan tién cua dich vy nay. Nghién ctru cua Ankit (2011)
cho théy, nam gioi chiém uu thé trong viéc st dung dich vu NHDT so voi nit
gidi boi nhitng vu diém cua NHDT. Walsh va cong sy (2008) khong tim thay
su khac bi¢t gidi tinh vé sy hai long va long trung thanh véi dich vu NHDT
cua khéach hang. Nghién ctru ciia Njuguna, Ritho, Olweny, va Wanderi (2012)
cho théy, nam va nit c6 muc do nhan thirc twong ty nhau vé cac dic tinh cua
dich vu NHDT. Nghién ctru cua Redda, E.H., va Surujlal, J. (2019) cho théy,
khong co6 su khac biét gidi tinh vé mirc do hai 1ong va long trung thanh cua
khach hang véi dich vu NHDT.

- Nghé nghiép

Nghién ctru cua Kotler va cong su (2010) chi ra rang, nghé nghiép
ctia ca nhan tuong ddi 6n dinh. Ca nhan 1a thanh vién ctia mot nhom nghé
nghi¢p duogc dac trung bdi cac quan diém, gia tri, lgi ich, thu nhép, sy hai
1ong chung vé cudc sdng. Nhom xa hoi nghé nghiép nay co anh hudng truc
tiép dén hanh vi tiéu dung cta ca nhan thong qua giao tiép. Nghién ctru cua
Ting (2004) cho thay, ban bé va dong nghiép tao thanh ngudn thong tin chinh
cho khach hang, anh huong dén nhan thirc, hanh vi tiéu ding ciia c4 nhan. Do
d6, cac ca nhan trong cung mot nhom nghé nghiép co thé c¢6 su hai long
chung véi dich vu.

- Trinh do hoc van
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Nghién ctru cua Nasri (2012) dd ching minh rang, nhiing ngudi co
trinh 6 hoc van cao hon ¢ thé c6 niang lyc st dung may tinh va c6 k¥ ning
xur ly thong tin cao, tao diéu kién thuan lgi cho viéc st dung Internet. Nghién
ctru ctia Izogo va cong sy (2012) chi ra, nhitng nguoi c6 trinh d6 hoc van cao
hon st dung dich vu NHDT nhiéu hon so véi nhitng nguot ¢d trinh do hoc
van thép vi doi1 héi ho phai st dung thanh thao may tinh. Theo Polasik va
Wisniewski (2009); Yoon, C., (2010), kinh nghiém st dung Internet 1a mdt
yéu td quan trong anh huong dén viéc khach hang st dung dich vu NHDT.
Karjaluoto va cong su (2003) nhan théiy rﬁng, kinh nghiém st dung may tinh,
kinh nghiém vé cong nghé trudc day va kinh nghiém st dung dich vu ngan
hang anh huong tich cuc dén thai d6 va hanh vi cta khach hang ddi véi dich
vu NHDT. Jiang va cong su (2013); Brown va cong su (2004) nhan théy rﬁng,
ngudi dung Internet cang c6 kinh nghiém thi cang cé nhiéu kha ning ho ap
dung cac cong nghé Internet mdi. Nho vao kinh nghiém trude d6 vé sir dung
may tinh va cong nghé méi ma nhom ddi tugng nay cé thé s& cam thay thoai
mai hon khi sir dung dich vu truc tuyén (Laforet va Li, 2005). Tuu va Olsen
(2012) khang dinh rang, trinh d6 hoc van cao anh huong tich cuc dén muirc do
hai 10ng cua khach hang vi né anh hudng dén danh gia va qua trinh ra quyét
dinh cua ho vé viéc tiép tuc tiéu dung dich vu.

- Thu nhap

Nghién ctu cua Karjaluoto va cong su (2003) da ching minh thu
nhdp c6 anh hudng truc tiép dén viéc lya chon va st dung dich vu. Khach
hang c6 thu nhép cao c6 kha ning str dung nhiéu dich vu va su thay doi gia ca
dich vu it tac dong dén sy hai long va ho it trung thanh hon vé1 dich vu so véi
ngudi ¢ thu nhap thip. Nghién ciru cia Homburg va Giering (2001) cho
rang, khach hang & cic nhém thu nhap thip cé nhiéu kha ning st dung it

thong tin va nhéan thirc muc chi phi cao c¢6 thé 1am ho khong hai 1ong vé dich
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vu. Khi ngan sach tiéu ding cang cao thi ty 1& phan bd cho tiéu dung cac dich
vu cang tang 1én, cam nhan va danh gia cua khach hang vé dich vu ciing anh
huéng dén su hai long. Cooil va cong su (2007) nhan thiy su gia ting thu
nhap 1am giam tic dong cua sy thay d6i vé chi phi d6i voi sy hai 1ong cua
khach hang.

- Khu vuee sinh song:

Lién quan dén cac dja diém twong tac giita cac ngan hang va khach
hang nhu khoang cach téi cac chi nhanh ngan hang, cac dia diém ATM, h¢
thdng cai dat Internet, khoang cach cang gan, phuong tién di lai, hé thong cai
dat Intrenet cang hién dai, thi khach hang cang tiép can nhanh va d& dang téi
cac dich vu NHDPT. Nguoc lai, khoang cach cang xa, phuong tién tho so thi
viéc tiép can cac dich vu NHDT s€ cham va kho khan. Do do, khach hang &
cac khu vuc cu tra ¢6 cac diéu kién tiép can cac dich vu va hanh vi tiéu dung
khac nhau din dén muc do hai long cta ho ciing khac nhau (Lambert
Paudraud va cong su, 2005; Han va Jeong, 2013; Sikdar va Makkad, 2015).

1.3.2. Cdc yéu t6 tam Iy

- Kinh nghiém su dung dich vu

Nghién ctru ciia Evanschitzky va cong su (2004) chi ra rang, kinh
nghiém st dung dich vu NHDT chiu dnh hudng boi thot gian stir dung dich vu
nay va tan xudt truy cdp vao cic trang web. Nghién ctru ctia Verhoef va cong
su (2003) nhan théy, kinh nghiém st dung mdt dich vu anh hudéng dén su
quan tim va tim kiém céc dich vu twong tu & khach hang. Do d6, kinh nghiém
st dung dich vu anh hudéng t61 su hai long va long trung thanh véi dich vu
cua khach hang. Van Dinh and Lee Pickler (2012) chi ra, cac dich vu NHDT
dugc cung cap thong qua phuong tién Internet, vi vy ngudi tiéu dung can
phai biét st dung may tinh, Internet cia hé thong ngan hang. Nguoi dung

Internet cang ¢ kinh nghiém thi cang c6 nhiéu kha nang ho ap dung cac cong
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nghé Internet méi. Lassar va cong sy (2005) cho rang, kinh nghiém sir dung
dich vu ngan hang rat quan trong trong viéc hiéu va c6 niém tin thyc hién giao
dich NHDT. Nghién ctru ciia Tuu va Olsen (2012) cho thiy rang, kinh nghiém
st dung dich vy, dac biét vé su tin cay va rui ro cua dich vy, tdc dong dang ké
dén mbi quan h¢ gitra sy hai long va y dinh tiép tuc tiéu dung dich vu.

Nghién ctru cua Brenya, R., va Cui, W. J. (2018); Li, F. va cOng su
(2021) cho théy, kinh nghiém sir dung dich vu NHDT anh huéng dén sy hai
1ong. Trong nghién ctru vé nhan thic cia khach hang vé dich vu NHDT dua
trén thoi gian sit dung, Chao Chao Chuang va Fu-Ling Hu (2011) chi ra, muc
d6 lo ngai vé bao mat giam khi kinh nghiém sir dung NHDT ciia khach hang
tang. Khach hang sir dung NHDT trong thoi gian dai hai long hon vé ndi dung
cua trang web cua ngan hang so vé1 khach hang st dung dich vu nay trong
thoi gian ngan.

- Tinh cach cua khach hang

Két qua nghién ctru ctia Smith, (2020) vé vai trd ctia nhan cach khach
hang d6i v6i su hai long va 1ong trung thanh véi cac dich vu truyén théng di dong,
cho thiy tinh c6i m& véi trai nghiém, tinh tan tAm, tinh d& mén va tinh nhidu tam
anh huong dén mirc d6 hai long cta khach hang. Tinh c6i mo véi trai nghiém,
tinh tdn tAm va tinh d& mén c6 mdi quan hé tich cyc véi mic do hai long cia
khach hang. Tinh nhidu tim c6 mdi twong quan tiéu cuc dén muc do hai long cta
khach hang. Pang chu ¥, tinh huéng ngoai khéng lién quan dén mirc d6 hai 1ong
cua khach hang.

Goldberg, (1990), John va Srivastava, (1999) phat hién ra riang, tinh
tan tdm c6 anh huong tich cuc dén mirc do hai long va hanh vi tiép tuc tiéu
dung, tirc 1a mirc do tan tdm cao s€ dan dén mua hang nhiéu hon du kién.

Tinh huéng ngoai duogc cho 1a co6 lién quan tich cuc dén su hai long

cua khach hang vé dich vu khach san (Jani va Han, 2014). Do d6, tinh hudng
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ngoai biéu hién & dac diém nhiét tinh va tran dﬁy nang luong co thé anh
huong dén hanh vi tiép tuc tiéu dung tich cuc.

Tan va cong sy (2004) nhan thiy rang, khach hang c6 tinh d& mén co
lién quan dang ké dén biéu hién nhiing cam xuc tich cyc anh huéng manh dén
muc do hai long véi cac nha cung cép dich vu. Nghién ctru dich vu dién thoai
di dong, Siddiqui (2012) nhan thay rang, tinh dé mén ndi 1én nhu mot yéu tb
du bao duy nhét vé muc do hai long cua khach hang trong s6 5 tinh cach 16n.

Tinh nhiéu tdm thudng anh hudng tiéu cuc dén hanh vi tiép tyuc tiéu
dung. Nhitng cam xuc biéu hién tinh nhidu tim cta ca nhan tac dong tiéu cuc
dén mirc d6 hai long cua chinh ho vé hiéu suit tiéu dung (Volodina va cong
su, 2019).

Nhin chung, trén thé gi6i di c6 nhiéu cong trinh nghién ciru vé dic
diém nhan khau va tdm 1y ca nhan anh huong dén sy hai 1ong cua khach hang
v6i dich vu NHDT. Cac nghién ctru ndy di chi ra cac yéu td anh huong dén
su hai 1ong cta khach hang véi dich vu NHPT nhu gi6i tinh, do tudi, nghé
nghié¢p, trinh do van hoa, thu nhap, khu vuc sinh séng, kinh nghiém str dung
va dic diém tinh cach ciia khach hang, trong d6 mot s6 yéu td anh hudng tich
cuc dén sy hai long v6i dich vu NHDT 1a d6 tudi thanh nién, trinh do van hoa
cao, khu vuc sinh séng c6 cac diéu kién tiép can cac dich vu NHDT thuan tién
va kinh nghiém str dung dich vu NHDT.

1.4. Tiéu két chwong 1 va khoing trong nghién ciru

Tom lai, tong quan tai liéu nghién ctru vé su hai 10ng ciia khach hang
v6i1 dich vu NHDT cho théy, mbi quan h¢ gifra hai thanh td nhan thic, cam
xuc cua sy hai long va hé qua cua su hai long 1a van dé then chot trong hau
hét cac cudc nghién ctru. Két qua cua nhiéu nghién ciru da khang dinh, nhan
thirc va cam xuc tich cuc vé& dich vu 1a hai thanh td tao thanh sy hai long
khach hang. Pa s6 két qua nghién ctru da chi ra sy hai long cta khach hang

lién quan dén nhan thic vé 5 dic tinh cia dich vu NHDT 14 tinh thuén tién,
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tinh an toan va tin cdy, tinh dé su dung, tinh hd tro, gia ca dich vu. Pa sb két
qua nghién ciru ciing khang dinh, sy hai long ciia khach hang anh hudng
manh dén 1ong trung thanh / y dinh tiép tuc tiéu dung ctia ho. Cac nghién ciru da
phét hién ra mot s6 ddc diém nhan khau va tim 1y ca nhan anh hudng dén su hai
long ctia khach hang nhu gidi tinh, d6 tudi, nghé nghiép, trinh d6 van héa, thu
nhap, khu vuc sinh séng, kinh nghiém str dung va dac diém tinh cach cua khach
hang. Cac phuong phap nghién ctru chii yéu dugc sir dung 1a phuwong phap diéu
tra bang bang hoi, phuong phap phong véan, phuong phép thang do chit lugng
dich vu (SERVQUAL va E — SERVQUAL) va thang do cam xtic. Nghién ctru vé
su hai long cua khach hang véi dich vu NHDT da dugce nghién clru nhiéu & nude
ngoai. O Viét Nam chi dé nghién ctru ndy con moi.

Sau khi tong quan cac cong trinh nghién ciru trén thé giGi va tai Viét
Nam, nhén thay khoang trong can duoc nghién ctru lién quan dén 2 khia canh.
Thtr nhét, phén 16m cac nghién ctru vé su hai long cua khach hang véi dich vu
NHDT duoc tiép can ¢ goc do khoa hoc tiép thi, kinh té hoc, lién quan dén
hoat dong mua ban, trang thiét bi, co s& vat chit cua dich vu va ngan hang, vi
vay, thiéu su phan tich sau sic khia canh tdm 1y cua sy hai long cia khach
hang nhu mbi quan hé cua cac yéu td nhan thuc, cam xtc, y dinh tiép tuc tiéu
ding, cac dic diém tdm 1y c4 nhan cta khach hang. Thi hai, & Viét Nam chua
c¢6 nghién ctru vé sy hai long ctia khach hang véi dich vu NHPT dudi goc do
Tam 1y hoc. Xuit phat tir khoang tréng 46, dé tai “Sw hai long véi dich vu
ngdn hang dién tir ciia khdach hang cd nhdan” duge lya chon 1am van dé nghién

curu cua luan an.
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CHUONG 2
LY LUAN VE SU HAI LONG VOI DICH VU NGAN HANG PIEN TU
CUA KHACH HANG CA NHAN

Trong chuong 2, luan 4n trién khai nghién ciru 1y luan vé cac khai
niém: sy hai long cua khach hang, khach hang ca nhan, dich vu NHDT nham
xay dung khai niém cong cu cho dé tai, dé tir &6 phan tich ndi dung khéi niém
sy hai long vai dich vu NHDT cua khach hang ca nhan, dé xuét khung mo
hinh 1y thuyét nghién ciru. Pong thoi chuwong 2 ciing trinh bay nghién ctu 1y
luan vé cac yéu té anh huéng dén su hai long vé6i dich vu NHPT cua khach
hang ca nhan.

2.1. Sw hai long cua khach hang

2.1.1. Khai niém sw hai long

Tu dién tiéng Anh duong dai Longman (Longman Dictionary of
Contemporary English, 1981) dinh nghia “sy hai 1ong la sy man nguyén vi da
dap mg nhu cau / mong muén hodc hoan thanh muyc tiéu cudc séng /cong
viéc”. Theo tir dién Oxford (2010), sy hai long dugc dinh nghia la “su thoa
man tron ven vi dat dugc két qua nhu mong doi” (Oxford Dictionany of
English, 2010). Thuat ngit hai long c¢6 ngudn gbc tir tiéng Latinh “satis” c6
nghia 1a du va "Facere" 1a lam / thyc hién. Su hai long ctia khach hang theo
ngudn gdc cia tir ndy c6 nghia 1a khach hang nhan thay du khi ho mua dugc
mot san pham hodc dich vu dat yéu cau (Oliver, 1993). Trong céc tai liéu
nghién ctru vé su hai 1ong, nhu cau cua con ngudi 14 mot trong nhitng van dé
dugc quan tdm hang dau. Mot s6 1y thuyét Tam 1y hoc vé nhu cau di dugc ap
dung trong nghién ctru vé sy hai 1ong cua con nguoi nhu 1y thuyét nhu cau
ctia con ngudi ctia H. Murray, 1y thuyét thir bac cua nhu cdu ciia A. Maslow,

Iy thuyét nhu ciu cia nhom x3 hoi cua A.G. Kovaliop. Theo H. Murray
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(1938), nhu cau cta con nguoi 13 trang thai tim 1y chii quan phat sinh tir cam
giac thiéu mot thir gi d6 trong thoi diém nhat dinh, biéu hién cua né tiy thudc
vao cac yéu td tinh hudng. Murray da phan chia nhu ciu ctia con ngudi thanh
cac loai: nhu cdu co ban 13 nhitng nhu cau sinh 1y, chang han nhu nhu cau vé
oxy, thirc dn va nudc. Nhu cau thir cdp 1a nhitng nhu cau tinh than nhu nhu
cau duoc nudi dudng, doc lap va thanh dat. Mac du nhiing nhu cau nay co thé
khéng phai 14 nhu cau co ban cho sy séng ctia con nguoi, nhung chiing rit can
thiét cho sitc khoe tam 1y. Ngoai ra, cin cir vao yéu td y thic va vo thic, tac
gia con co phan chia nhu cau cta con ngudi thanh 2 loai: nhu cau rd rang 1a
nhu cdu duoc nhan thirc mot cach rd rang va nhu cau tiém 4n 1a nhu ciu chua
dugc nhan ra. A. Maslow (1943) di phan chia nhu cau con nguoi theo hinh
thai phan cip va sap xép theo thir tu ting dan tir thap dén cao: nhu cau sinh 1y,
nhu cau an toan, nhu ciu xa héi, nhu cau duoc ton trong, nhu cau tu khéng
dinh. Céac nhu cau cép thép nhu nhu cau an, mic 6...dién ra truc tiép, manh
hon, sém hon céc nhu ciu cdp cao. Theo A.G. Kovaliop: “Nhu cau 13 su doi
hoi ctia cic ca nhan va cta cac nhom hoi khac nhau mudn c6 nhiing diéu kién
nhit dinh dé séng va phat trién”. V& co ban, nhu cau c6 thé phan chia thanh
hai loai chinh 13 nhu ciu vat chat (vi du: nhu cAu vé an, mic 0) va nhu cau
tinh than (vi du: nhu cAu nhan thirc, giao tiép, lao dong, hoat dong x4 hoi,...).
O hau hét moi ngudi déu co hé théng nhu ciu. Cac nhu cau ctia con nguoi
ludn bién d6i trong nhimg thoi diém khac nhau. O mdi nguoi tai mot thoi
diém co thé c6 nhiéu nhu ciu, nhung trong d6 c6 mot nhu cau dang tré nén
bire thiét hon, d6 1a nhu cu ndi trdi, viéc thoa min nhu ciu nay s€ tao ra cam
xuc tich cuc nhu phén khéi, himg thu, an tam... o) pham vi xa hoi, ngoai cac
nhu cau ciia ca nhan con ¢d cac nhu cau cia cac nhom xa hoi (dan theo Vil
Diing, 2007). Két qua ctia nhiéu nghién ctru cho thiy, sy hai long ctia con

nguoi c6 moi quan h¢ phu thudc phan 16n vao sy théa man nhu cau vat chat
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va nhu cau tinh than. Chang han, nghién ctru ctia Diener va cong su (1985) vé
su hai 10ng v6i cude sdng cho thiy, su hai 10ng véi cude sdng ciia con ngudi
phu thudc vao sy théoa man cac nhu cau vé cac diéu kién séng: suc khoe, cong
viée, cac moi quan hé x4 hoi, giai tri, nha & va gido duc. O mdi ngudi co cac
nhu ciu vé cac diéu kién séng khac nhau va & cac nhém ngudi khac nhau thi
nhu cau cia ho ciing khac nhau. Dbi véi mdi ngudi, trong nhimng thoi diém
khac nhau thi nhu cau vé cac diéu kién song ciing khac nhau. Nhitng ngudi
hai 10ng v6i cude sdng thudng cam thay hanh phuc va cudc sdng co ¥ nghia
hon. Theo Diener va cong sy (1985), “su hai long véi cudc séng cua mot ca
nhan 13 danh gia téng thé vé& chat lugng cudc séng dua trén nhitng tiéu chuan
ctia chinh nguoi d6”. Trong dinh nghia sy hai long véi cudc séng céc tac gia
néu ra thanh phan nhan thirc (danh gia) vé chat luong cudc séng.

Trén thé gidi, co nhidu cong trinh nghién ciru vé sy hai 1ong cta con ngudi
& nhiéu linh vire va trén nhiéu nhom xa hoi khac nhau. Do vy, cac khai niém vé
sy hai long ciing rat phong phu va da dang. Theo thong ké cac cong trinh nghién
clru vé su hai long cua Palaci, F., Salcedo, A., and Topa, G., (2019) cho théy, Sur
hai long véi cong viée va sy hai 1ong ciia khach hang duoc nghién ctru nhidu nhat.
Vi viy, phén dudi day sé trinh bay mot sO khai niém sy hai long véi cong viee dé
gop phan lam sang t6 khai niém sy hai long.

Locke (1976) dinh nghia* sy hai long v61 cong viéc 1a mot trang thai
cam xuc tich cuc xuit hién tir danh gia vé cac khia canh khac nhau cua cong
viéc cua ho”. Trong dinh nghia sy hai long v&i cong viée cua Locke chi ra 2
thanh phan: cam xtic tich cuc va nhan thie (danh gid) vé cong viéc. Cung voi
quan diém nay La Thu Thay (2011) va Phan Thi Mai Huong (2011) cho rang,
su hai long ciia nguoi cong nhan trong cong viéc la mdt trang thai cam xtc
thl vi hodc tich cyc tir danh gia két qua cong viéc cua nguoi cong nhan. Theo

Lé Van Hao va Knud S. Larsen (2012), sy hai long v6i1 cong viéc 1a mdt trang
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thai cam xuc tich cuc, dya trén danh gia vé mit nhén thtc cua nguoi lao dong
vé noi l1am viéc va vai tro lién quan dén cong viéc ctia ngudi d6. Tuong tu,
Robbins (2013) néu quan diém, sy hai long v6i cong viée 1a mot cam xuc tich
cuc vé két qua cua mot cong viéc qua viéc danh gia cac dac diém cua cong
viéc do. Nhu vay, cac khai niém vé su hai long véi cong viée néu trén duong
nhu gidng nhau & chd néu ra hai thanh phan cia sy hai long gdm nhan thirc va
cam xuc tich cuc vé cong viéc.

Sau qua trinh nghién ctru khai niém su hai long, cung véi viéc phan tich
mot s6 khai niém su hai long v&i cong viée tac gid ludn an quan niém:

Sw hai long cua mot nguoi la danh gia cua ho vé doi tuwong dua trén
nhén thirc va cam xiic tich cuc vé cac dic diém cia doi tuong.

2.1.2. Khai niém sw hai long cua khach hang
Nghién ctru tai lidu cho thay chua c6 su théng nhat dinh nghia vé khai

niém su hai long cua khach hang. C6 hai cach tiép can chinh vé khai ni€ém su
hai long cua khach hang, do 1a, tiép can tu quan diém nhan thuc va tiép can tu
quan diém thai d6. Mot sb khai niém su hai 1ong ctia khach hang theo cach
tiép can tir quan diém nhan thie nhu Oliver (1997) dinh nghia “sy hai long 13
su phan ng cua ngudi tiéu dung ddi véi viée duge dap tng nhitng mong
mudn”. Tse va Wilton (1990) xem sy hai 10ng ciia khach hang 1a phan tng
ctia ho vé viéc danh gia bﬁng cam nhan sy khac nhau gitta ky vong trudce khi
tiéu dung v61 cdm nhén thuc té vé san phém sau khi tiéu dung no. Zeithaml va
Bitner (2003) cho rang, sy hai 10ng cua khach hang 1a danh gia ctia ho vé mot
san phém hodc dich vu dap mg dugc nhu cau, mong doi cua khach hang. pé
hiéu rd khai niém vé sy hai long cua khach hang néu trén, can tim hiéu cac
khai niém nhu ciu va ky vong ctia khach hang. Theo Kano (1980), nhu cau
ctia khach hang phan 4nh nhiing doi hoi & dang cu thé cua khach hang vé san

pham hay dich vu cta doanh nghiép. Nhu cdu cua khach hang vé san pham
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hay dich vu c6 3 loai: nhu cau hién c6, nhu cau ro rang va nhu cau tiém an.
Nhu cau hién c¢6 phan anh nhitng doi héi co ban cta khach hang vé san pham
hay dich vu, gan nhu bat budc. Nhu ciu rd rang phan anh nhitng doi hoi tat
yéu vé nhiing thudc tinh ctia san pham hay dich vu ma ban than khach hang
da nhan thirc mot cach rd rang. Nhu cau tiém an thé hién nhirng thudc tinh
chat lugng ciia san pham hay dich vu ma ban than khach hang chua biét hoic
chua nhan ra, nhung néu nhan duoc thong tin quang ba san pham hay dich vu,
khach hang s& c6 nhu cau rd rang vé chung. Tim hiéu vé sy hai 1ong cua
khach hang, nhiéu nha nghién ctru nhan dinh, sy hai 1ong cta khach hang la
trang thai tdm 1y nay sinh tir sy dap tng dung hodc vugt mirc nhu cau cua ho
vé mdt san phrflm hodc dich vu. Duy tri va phat trién khach hang thong qua
vige lién tuc dap img nhu cau cua ho 1a dic biét quan trong ddi véi cac doanh
nghi¢p. Tuy nhién, viéc xac dinh nhu cau khach hang rat kho khin do khach
hang c6 cac loai nhu cau khac nhau (nhu cau 1o rang, nhu cau tiém an, nhu
cau hién c6...). Vi vdy, doanh nghiép can tim hiéu ky vong ciia khach hang
thong qua do c6 thé danh gia chinh xac nhu cau cua khach hang, tir d6 tim
kiém cach thtrc phuc vu khach hang t6t hon, 1am cho khach hang hai long véi
san phém hodac dich vu (Oliver, 1980; Kotler, 2000; Cronin va cong su, 2000;
Tsai, 2010).

Theo Oliver (1980), ky vong ctia khach hang 1a mong doi ctia ho vé
cac tiéu chudn ctia mot san phém hodc dich vu. Ky vong bat nguén ttr nhu cau
ca nhan, kinh nghiém truéc do va thong tin bén ngoai nhu quang céao, thong
tin truyén miéng tir gia dinh va ban bé. Kotler (2000), dinh nghia “Su hai long
nhu 12 mot cam giac thoa man hodc that vong clia mot ngudi bang két qua cua
viéc so sanh thyc té nhan duogc cia san phém trong mdi lién hé vai nhirng
mong doi cta ho”. Pinh nghia ndy di chi ra hai thanh t6 nhan thirc va cam

xuc (thich thi hodc thit vong) vé san pham co lién quan dén ky vong cua
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khach hang. Zeithaml va cong su (1988) va Bateson (1995) cho rang, cac dich
vu mang tinh vo hinh, khong thé dém, do luong, kiém ké, thu nghiém va xac
minh trude khi ban hang dé dam bao xac dinh dugc ky vong cua khach hang
vé dich vu. Theo Parasuraman va cong su (1988), do ludong ky vong cua
khach hang vé dich vu kho dinh luong va kho danh gia khach quan hon so véi
do luong ky vong vé san pham (vi du, céc tiéu chuan vé kiéu dang, chirc
nang, hi¢u suét, mau sac. . .). Do do, nhiéu nha nghién ctru da do luong sy hai
long cuia khach hang dua trén nhén thirc ctua ho vé chét lugng cua san phém.
Boi vi, sur hai long va nhan thirc vé chat lugng cia san pham déu 1a két qua so
sanh sy khac biét giira ky vong trudc khi tiéu ding v6i cam nhan thuc té vé
san phém sau khi tieéu dung n6 (Patterson, 1993; Oliver, 1993; Westbrook va
Oliver, 1991). Theo Cronin va cong su (1994), nhiing nguoi danh gia tinh cuc
vé chat lugng ctia san pham 14 nhitng ngudi hai 10ng véi san pham do.
Zeithaml, Bitner (2003) phat hién ra rang, sy hai long cua cua khach
hang khong chi lién quan dén nhén thic vé chat lugng cua san phém / dich vu
ma con gia ca ctia nd. Gid ca lién quan dén sd tién phai chi ra dé s¢ hiru va sir
dung san phém / dich vy. Theo cac nha nghién ctru, sy hai long cua khach
hang véi san pham / dich vu c6 dugc thong qua danh gia, so sanh giita cai ho
chi phi (thoi gian, tién bac) v6i loi ich san pham / dich vu ma ho nhan duoc 1a
teong xung (Oliver & Swan,1989). Loi ich cua khach hang sau khi tiéu dung
mot san pham / dich vu c¢6 thé 13 nhitng loi ich vé mit tAm sinh 1y (su anh
huong xa hoi, nang lugng, ndng luc) hodc lgi ich vé mat kinh té (tién bac,
thong tin, thoi gian). Viéc giai thich mdi quan hé giita sy hai long ciia khach
hang va nhan thtrc vé gia san pham / dich vu dua trén Iy thuyét cong bang do
G. Homans (1980) phat trién tir 1y thuyét trao doi xa hoi (Johnson & Selnes,
2004; Ozel & Kozak, 2017). Theo quan diém cta Homans, sy hai long cua

chu thé v&1 moéi quan hé xa hdi phu thudc vao nhan thirc ctia chu thé vé phan
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cho va nhan giéng nhau hodc twong Ung véi nhau (dan theo K.Larsen va Lé
Vian Hao, 2014).

Theo cach tiép can tir quan diém thai do, Oliver (1980) dinh nghia, “su
hai long cua khach hang 1a mot thai d§ hodc sy danh gid dugc hinh thanh boi
so sanh ky vong vé dich vu trude khi tiéu dung v6i nhén thirc dich vy thuc té duoc
trai nghiém”. Churchill va Surprenant (1982) cho rang, can coi sy hai long cta
khéch hang tuong tu nhu mdt thai do vi nd co thé duoc danh gia veé téng cac mat
nhén thirc, cam xuc vé cc dic tinh cia san phém hodc dich vu. Yi (1990) cling
chira réng su hai long co thé duoc hiéu nhu mot thai do.

Theo Homburg va Giering (2001), “su hai long cua khach hang 1a két
qua danh gia cua ho vé san phém dua trén nhén thirc va cam xuc vé cac dic
tinh ctia san pham, quy trinh ban hang va dich vu sau ban hang”. Pinh nghia
nay khang dinh, sy hai long dugc quyét dinh boi danh gia vé nhan thic va
cam xuc cua khach hang vé cac dic tinh ciia san pham sau khi tiéu dung.

Theo Solomon (2011), “sy hai long / khong hai long cua khach hang la
thai do tong thé ctia ho vé mot san pham sau khi tiéu dung”. Y tudng niy xut
phat tir Iy thuyét caa Tam 1y hoc xa hoi vé thai do. Theo 1y thuyét Tam 1y hoc xa
hoi: “Thai do 1a mdt phan (ing mang tinh chét danh gia tich cuc hay tiéu cuc dbi
véi mot d6i tuong nao do (nguoi, sy vat, hién tugng, v tuong), thé hién qua suy
nghi, cam xuc hay hanh vi dy dinh” (K.S.Larsen va Lé Van Héo, 2010).

Quan diém coi sy hai 1ong 13 thai do cling dugc tim thiy trong cac
nghién ctru vé su hai 1ong véi cong viéc (dan theo Lé Vian Hao va K.S. Larsen,
2012), véi hoc tap. Chéng han, Nguyén Vién Lugt (2014) dinh nghia: “sy hai
long cua sinh vién vé chuong trinh dao tao 1a thai do tich cuc cua ho dbi vai
cac van dé lién quan dén kién thic, k§ ning, pham chat nghé nghiép va chat
lugng tHt nghi¢ép ma ho thu nhén dugc trong qua trinh hoc tap tai truong”.

Mot s6 md hinh vé sy hai 1ong cua khach hang da duoc xay dung theo cach
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tiép can tr quan diém thai do nhu mo hinh sy hai long cua khach hang voi
dich vu giai tri cia David va cong su (2008) bao gém ba thanh t6 nhan thuc,
cam xuc cia khach hang va y dinh hanh vi. Tuy nhién, nhiéu nghién ctru da
¢ gang chi ra rang, thai d6 va su hai long 1a hai khai niém riéng biét. Vi du,
LaTour va Peat (1979) cho rang, sy hai 10ng c¢6 thé dugc coi 1a mot cau trac
gan lién voi trai nghiém xuét hién sau hanh vi, trong khi mot thai do c6 thé
duoc xem nhu mot cau tric cé tir trude khi ra quyét dinh thuc hién hanh vi.
Theo quan diém ctia LaTour va Peat, sy hai long xudt hién sau hanh vi tiéu
dung mot san phrflm hodc dich vu va anh hudéng dén y dinh tiép tuc tiéu dung
n6. Phan 16n cic nha nghién ciru tiép can tir quan diém thai do déu theo
hudng tr goc nhin xa hoi xem xét sy hai long cua khach hang xay ra trong
moi quan hé giita khach hang va doanh nghiép cung cdp san pham / dich vu
va anh huéng cua né dén y dinh tiép tuc tiéu dung / long trung thanh vai
doanh nghiép d6. Viéc xac dinh rd muc do hai long, trén co s& d6 du dodn y
dinh tiép tyc tiéu dung cta khach hang 13 nhiém vu rat quan trong ctia mi
doanh nghiép dé ting cuong ning luc tai chinh, ning luc quan tri ctia minh.
Téng quan tai lidu cho thay, da sd nghién ctru sy hai long ctia khach hang
theo cach tiép can tur quan diém thai do tap trung vao 2 khia canh: (1) nhéan
thire va cam xtc tich cuc - thanh t6 cua sy hai 1ong; (2) ¥ dinh tiép tuc tiéu
dung — hé qua cua sy hai long (vi du: cac nghién ctru cua Liljander va
Strandvik, 1997; Madrigal, 2003; Wong, 2004; Ladhari, 2009; Biscaia,
2012, Sukhu va cong su, 2018).

Céc nghién ctru vé sy hai 1ong ctia khach hang gan déy cho thay, c6 mbi
quan hé giita hai thanh t6 nhan thirc va cam xuc ctia khach hang. Trong cac cong
trinh nghién ctiu dé cap dén mot s6 cam xuc tich cuc va tidu cuc, cac tic gia chi
ra cac cam xuc tich cuc vé san phém / dich vu ¢6 lién quan chat ché véi su hai

long va la mot yéu to6 du bao dang ké vé su hai long cua khach hang. Cam xuc
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tich cuc co thé thuc ddy hanh vi tiép tuc tiéu ding ctia khach hang (Liljander va
Strandvik, 1997; Biscaia, 2012; Madrigal, 2003). Theo Lazarus va Smith (1988),
nhan thirc c6 churc ndng danh gia vé su vat, hién tuong. Roseman, 1. J. (1984);
Bagozzi va dong nghiép (1999) nhan dinh rang, cam xtc phat sinh tir nhan thic
vé y nghia, tAm quan trong, gia tri cua su vat, hién tuong. Mot s6 tac gia cho
réng, ban than san phém / dich vu khong tao ra cdm xic ma nhéan thirc cta ca
nhan vé san phdm / dich vu dap tng nhu cu tao ra cam xuc. Khi khach hang
tiéu dung mot san phém / dich vu, néu ho nhan théy, san phém / dich vu thoa
man nhu cau, ho s& c6 cam xuc tich cuc nhu vui mung, phén khé1, ngugc lai néu
san phém / dich vu khong théa man nhu cau, ho s& boc 16 nhitng cam xtc tiéu
cuc (Liljander va Strandvik, 1997; Wong, 2004; Ladhari, 2009; Biscaia, 2012).

Mobt s6 nha tAm 1y hoc nhan dinh, nhan thirc, cdm xtc cia khach hang
va su hai 1ong cta khach hang 13 két qua cua trai nghiém tiéu dung cta ho va
lién quan dén cac yéu t6 nhan khau, dic diém tam 1y - xa hoi cua khach hang
(Jansson-Boyd, Cathrine V., 2010; bd Long, 1997; Nguyén Hiru Thu, 2007,
2009). Storbacka, Strandvik va Gronroos (1994) da dinh nghia: sy hai long
cua khach hang la danh gia vé nhan thirc va cam xtc cta ho vé dich vu dua
trén kinh nghiém c4 nhan vé mdi quan hé trong tat ca cac giai doan tiéu dung
dich vu. Binh nghia nay chi ra sy hai long cua khach hang con phu thudc vao
trai nghiém giao tiép giita khach hang va nha cung cap dich vu.

Nhu vy, c6 nhiéu dinh nghia vé su hai long ctia khach hang 1a do mdi
tac gia nhan manh t&i chat luong, gia ca san phém / dich vu va cac yéu td tao
thanh (nhdn thirc, cam xuc tich cuc). Sau khi tong quan cac nghién ctru vé sy hai
long, phan tich 1y thuyét Tam 1y hoc ing dung cho nghién ciru vé sy hai long ctia
khach hang, tic gia luan 4n nhan thdy mo hinh cu trac sy hai 1ong bao gdm nhan
thirc va cam xtc tich cyc 1a thich hop va day du nhat dé danh gia va giai thich vé

su hai long cua khéach hang. Vi vay, tac gid luan an xac dinh:
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Sw hai long ciia khdch hang la danh gid cia ho vé san pham / dich vu
dwea trén nhdn thire va cam xiic tich cuc vé céc dic tinh cia chat luong va gia
ca san phcfm / dich vu.

Trong nghién ctru nay, tic gia luan 4n mong mudn ap dung 1y thuyét
tam 1y hoc x& hoi vao viéc kham phé nhitng yéu t6 tdm 1y xa hoi lién quan dén
su hai long cua khéach hang dé nhan thtc rd hon moi quan hé ctua nhan thtec,
cam xuc tich cuc, y dinh hanh vi va sy hai long ctia khach hang véi dich vu
ngan hang dién tir, anh hudng cua cac yéu td tam 1y — xa hoi dén sy hai 1ong
cua khach hang véi1 dich vy ngén hang dién tu.

2.3. Su hai long véi dich vu ngan hang dién tir cia khach hang ca nhan

2.3.1. Khai niém sw hai long voi dich vu ngan hang dién tir cia khach
hang ca nhan

Téng quan tai li¢u nghién ctu vé su hai long vo1 dich vu NHDT cua
khach hang c4 nhan cho thiy, cic khai niém lién quan dén dé tai luan an dugc
mo ta trong cac tai liéu Kinh té hoc va Tam 1y hoc tiéu dung, dugc trinh bay
nhu sau:

- Khai niém khach hang ca nhan

Khéch hang 1a ngudi mua san phém dich vu cua médt nha san xuat
hodc mot doanh nghiép nao d6 nhung khong tryc tiép str dung san pham
d6. Nguoi tiéu dung 13 nhirng ca nhan hoic nhom ngudi c6 mong mudn,
nhu cau hodc dang tim kiém, mua sim, st dung san phém, dich vu nham
muc dich nao d6 (Nguyén Hiru Thy, 2007). Khach hang va nguoi tiéu dung
tré thanh ciing mot nguoi trong truong hop ngudi d6 mua san pham va dich
vu cho muc dich ca nhan (Mishkin, Frederic S., 2009). Trong luan an nay
khai niém khach hang cd nhan 1a nguoi tiéu dung truc tiép hodc st dung
dich vu cho muc dich c nhan. Vi vay, chinh ho méi 1a nguoi hiéu biét chat

lwong thuc sy cua dich vu NHDT.
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- Khai niém ngan hang dién tir

Ngan hang dién tir (E-Banking) la ngan hang phat hanh dich vu cho
khach hang co6 tai khoan tai ngdn hang dé thuc hién chu yéu la cac dich vu
lién quan dén tai khoan va thé nhu: Chuyén tién; Thanh toan; Quan ly tai
khoan va thé; Kém thém cac tién ich thong tin, mua saim khac. Ngan hang
dién tir hoat dong trong pham vi giao dich truc tuyén. Hinh thirc thuc hién cac
giao dich tai chinh ngan hang thong qua cac phuong tién dién tir. Ngan hang
dién tir con duoc biét dén nhu 12 ngan hang trén mang (Internet banking), dé
cap dén viéc sur dung Internet, telephone, TV, mobile va may tinh cho cac
giao dich ngan hang bang dién tir (Daniel, 1999).

- Khai niém dich vu

Trong Kinh té hoc, mot dich vu duge thuc hién dé phuc vu loi ich cho
khach hang va thu vé mot khoan phi. Trong béi canh nay, dich vu 1a mot giao
dich. Can phan biét dich vu hiru hinh va dich vu v6 hinh. Dich vu hitu hinh c6
cac dic diém nhu co su giao tiép truce tiép, giao dich v&i cac san ph:flm vat
chit. Piac diém cta dich vu NHDT 1a tinh v6 hinh, tinh 4n danh, tinh suy giam
trach nhiém, tinh 4o (qua hinh anh, con sb...), tinh rang budc vé phap 1y yéu
(15 hong bao mat...), thong tin phan hoi gian tiép (Cronin va cong su, 2000).
Cac loai dich vu NHDT bao gém: dich vu thanh toan va chuyén tién, bao
lanh, moi gidi tién té, thanh toan cac tai san tai chinh, cung cip va chuyén
thong tin tai chinh va xtr Iy cac dit lidu tai chinh. Mot s phuong tién giao
dich thanh toan dién tr nhu thé ngan hang (thé tin dung - Credit Card, thé ghi
no - ATM, Debit Card, thé thong minh — vi dién tir), hdéa don dién tir, séc dién
tur (Digital Cheques).

- Khéi niém chét luong dich vu

Theo Hiép hdi chat luong My (ASQ, 2019), chat luong 1a mot thuat

nglt c6 tinh chil quan ma moi nguoi hoac moi linh vyc ¢6 dinh nghia riéng.
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Trong cac linh vuc chuyén mén, chit luong c6 thé co hai y nghia: 1) cac dic
tinh cta san pham hodc dich vu c6 kha niang dap Gmg cac nhu cau da tuyén bd
hoac ngém hiéu; 2) mot san phém hodc dich vu khong co thiéu sot. Chat
lugng dich vu dién tir dugc dinh nghia la sy danh gia va phan doan téng thé
ctia ngudi tiéu dung vé chit lugng cia cac dich vu duge cung cip qua Internet
(Liao va Cheung, 2002). Tong quan tai liéu nghién ctru vé su hai 10ng cua
khach hang vé1 dich vu NHDT cho théy, ¢ 5 dac tinh co ban cua dich vu
NHDT 1a tinh thuan tién, tinh an toan va tin cdy, tinh dé sir dung, tinh ho tro,
gia ca dich vu dugc mo ta nhu sau:

+ Tinh thuan tién cua dich vu la kha ndng ngan hang cung cép dich vu
ma khach hang c6 thé sur dung thuan tién cho viéc truy cap, mua san phém voi1
nd luc tbi thiéu va hoan thanh tiéu dung trong mot thoi gian ngin (Jiang va
cong su, 2013), cung cép cac tién ich cua dich vy cua ngan hang moi luc, moi
noi mot cach thudn lgi va nhanh chong, gitip giam thoi gian va chi phi nang
lugng cua khach hang (Berry va cong su, 2002).

+ Tinh an toan va tin cdy 1a kha ning cung cip cac dich vu chinh xac,
kip thoi va 1o rang cho khach hang cua ngan hang, khong xay ra sai sot, thong
tin cd nhan cua khach hang khong bi lam dung, khong bi ngan hang st dung
sai myc dich, dam bao thong tin tai khoan cua khach hang dugc an toan khi st
dung (Areeba Toor va cong su, 2016).

+ Tinh d& str dung dich vu 13 khach hang c6 thé d& dang hiéu cac thudc
tinh san phidm va danh gia thong qua théng tin khac nhau trén trang web, mirc
do dé dang str dung dich vy, dé tiép can thong tin, dé dang thyc hién cac thao
tac giao dich cua khach hang (Jiang va cong su, 2013).

+ Tinh hd tro: kha ning sin sang giup d& va dap tng nhitng nhu cau
cua khach hang, hiéu qua ctua nhiing dich vu hd tro mang lai cho khach hang,

boi vi khach hang hoan toan khong c6 nhimng hiéu biét va k¥ ning day du dé

52



xur 1y va phuc hdi thong tin. Su d4p ing nhiét tinh trong dich vu khach hang 1a
kha nang nguoi nhan vién dich vu tra 161 cau hoi cua khach hang, cau tra 161
cua nhan vién dich vu khong dugce co 16i. Phan hdi thong tin cho khach hang
rd rang va chinh xac, than thién, ddng cam trong giao tiép. Giai quyét van dé
cua khach hang hiéu qua kip thoi (Zeithaml va Bitner, 2003).

+ G1a ca dich vu: la td hop cac gia tri kinh té, gia tri st dung, gia tri tim
Iy caa dich vu d6 duoc khach thé hoa bang mot dai lugng sé hoc (tién, kim
loai quy) (Nguyén Hiru Thu, 2007). Trong giao dich dién tir, gia ca dé cap dén
nhing chi phi ma khach hang phai bo ra dé dugc mua dich vu. C6 hai loai chi
phi, thir nhat 13 chi phi thong thuong lién quan dén phi truy cp Internet va
thanh toan két nbi va thtr hai 1a phi va 1é phi ngan hang nhu phi thuong nién/
hang thang cua thé NHPT, phi duy tri dich vu, phi chuyén tién thong qua tai
khoén, phi thanh toan thong qua tai khoan/ thé ngan hang. Ngoai ra con c6
céc chuong trinh mién/ giam dich vy, khuyén mai cho cac san pham.

Phén tich cac khai niém d3 trinh bay & phan trén, cin cr vao muc dich
nghién ctru tac gia ludn an cho rang:

Sw hai long véi dich vu NHDT cua khach hang cd nhdn la danh gia cua
ho vé dich vu NHPT dua trén nhén thirc va cam xiic tich cuc vé cac ddc tinh:
tinh thudn tién, tinh an toan va tin cdy, tinh ho tro, tinh dé sir dung, gia ca
cua dich vu NHDT.

Trong nghién ciru nay, tac gia luan an ap dung 1y thuyét tim Iy hoc x4
hoi vao viéc kham pha nhitng yéu t6 tAm 1y xa hoi lién quan dén sy hai long
cua khach hang dé nhan thire rd hon mdi quan hé cua nhan thirc, cam xtc tich
cuc, y dinh hanh vi va sy hai long cua khach hang vé1 dich vu ngén hang dién
tir, anh hudng ciia cac yéu td tim 1y — xa hoi dén sy hai long cua khach hang

vo1 dich vu ngan hang dién tu.
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2.3.2. Biéu hién sw hai long voi dich vu ngan hang dién twr cua khdch
hang ca nhan

Duya vao khai niém sy hai long vé1 dich vu NHDT cua khach hang ca
nhan da duoc xay dung & trén va tham khao quan diém cua cac tac gia nghién
ctru trude day, su hai long voi dich vu NHDT cua khach hang cé nhan biéu
hién trén hai binh dién chinh 1a: Nhan thtc vé cac dic tinh cta dich va NHPT
va cam xuc tich cuc vé cac dic tinh cua dich vu NHDT.

- Su hai long biéu hién & nhan thirc vé cac dic tinh cua dich vu NHDT

+ Nhén thirc vé tinh thuan tién: Dich vu NHPT cho phép khach hang
truy cdp thong tin ngin hang cua ho, gui tién, thuc hién cac giao dich tai
chinh, thanh toan hoa don, kiém tra sd du trén tai khoan cua ho, chuyén tién
va mua cac cong cu tai chinh tir xa bang cach sir dung méy tinh c4 nhan hoic
dién thoai di dong két ndi Internet va truy cap céac tién ich ngan hang & nha
hodc van phong cua ho. Yéu td quan trong quyét dinh su lya chon giao dich
tai chinh qua NHDT ciia khach hang 1a dia diém. Nhan thic cia khach hang
vé mot dia diém thuan tién 13 noi c6 thé gitp khach hang dé tiép can thuc hién
cac giao dich NHPT hang ngay nhu dia diém cta ngan hang cung cap dich
vu, cdy ATM, nhiéu trang Web cua ngan hang... Nhitng khach hang song ¢
cac thanh phd 16n, viéc di lai tir diém nay dén diém khac 1a mot thach thiec.
Su thuan tién d6i v6i ho 1a sir dung dich vu NHDT vi n6 tiét kiém thoi gian di
chuyén. Tiét kiém thoi gian 12 mot trong nhitng khia canh quan trong cla su
thuan tién trong cac dich vu truc tuyén (Bellman va cong su, 1999; Dellaert
va Kahn, 1999).

Céc nghién ctlru trude day da chi ra mbi quan hé chat ché gifra sy hai
long cua khach hang va tinh thuén tién cia dich vu NHDPT (Anderson va cong
su, 1994; Nguyén Viéan Thuy, 2019). Sy thuan tién do cac dich vu NHDT

mang lai dong mot vai tro quan trong dbi vi mirc do hai long ctia khach hang
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(Wu va cong sy, 2010). Ngan hang dién ttr gan lién vé6i sy thuén tién cao, cho
phép nhiéu khach hang ¢ thé truy cip vao trang web cua ngin hang moi luc,
moi noi. Aruna K. (2018) nhan thiy rang, khach hang hai 1ong vé viéc hoan
tat mot giao dich qua NHDT dugc thyc hi¢én nhanh chong, xtr ly, phan hdi tirc
thi tir hé théng vé xac nhan giao dich va dich vu cho khach hang.

+ Nhan thirc vé tinh an toan va tin cdy: Tinh an toan va tin cdy cta dich
vu NHDT 1a méi quan tdm hang dau cua khach hang. Cac nghién ctru da phat
hién ra réng, muc do bao mat cua dich vu NHDT la mot yéu td quan trong ddi
vl muc do hai long ctua khach hang (K. Aruna, 2018; Tabash, Albugami,
Salim va Akhtar, 2019; Vu Minh Ngo, 2017; Tran Phi Hoang, 2018, Phan
Quang Viét, 2020). Phuong dién an toan trong NHDT lién quan dén kha ning
cua cac ngan hang dam bao bao mat cho khach hang cua ho khi ho s dung
cac trang web c6 thong tin ca nhan va giao dich tai chinh (Chen va cdng su,
2012). Yéu t6 nay lién quan chit ché& véi muc d6 hai long ciia khach hang, do
rui ro st dung NHDT la rat nhidu va ton that c6 thé rat 1on. Do dd, cac chinh
sach vé& quyén riéng tu ting cudng bao mat phai dugc khach hang danh gia 1a
cO hi€u qua. Ngan hang dién tir phai dugc ddm bdo an toan dé khach hang
khong lo lang vé nhing rui ro lién quan dén viéc mat bat ky thong tin hoic dir
liéu c4 nhan nao thong qua cac giao dich va hoat dong trén trang web. Su hai
long cua khéach hang dugc nang cao khi tat ca cac giao dich qua NHDT dugc
thuc hién an toan (Faroughian va cong sy, 2012). Céc khia canh cua yéu t6 an
toan trong cac quy trinh NHDT nhu truy cap an toan vao tai khoan cua khach
hang, xem xét chi tiét vé lich sir tai khoan, chuyén tién tir tai khoan nay sang
tai khoan khac, thanh toan hoa don, va cac quy trinh ngan hang khac.

Tinh tin cdy lién quan dén kha ning cua cac ngan hang dam bao quyén
riéng tu vé thong tin ca nhan 1a mot yéu td tao nén sy hai 10ng ciia khach hang

v6i dich vu NHDT. Hau hét khach hang ludn quan tdm dén quyén riéng tu
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phét sinh tir viéc sir dung cac quy trinh NHDT. Khéach hang san sang tham gia
trao d6i tién tryc tuyén va chia sé thong tin ca nhan phu thudc vao quyén
riéng tu ma khach hang dugc huong thong qua NHDT nhu mat khau, tén va
t dong ding xuat khi nhitg nguoi ding c6 tai khoan khong hoat dong.

Tinh tin cdy lién quan dén tinh chinh x4c cta ndi dung thong tin trén
trang web cia NHDT. Céc tac gia Schlosser va cong su (2005) cho rang, nhan
thirc ctia khach hang dong mot vai trd quan trong trong viée xir 1y thong tin vé
san pham / dich vu. Giao dién trang web dong vai tro 1a co sé va nén tang cho
khach hang hinh thanh 4n twong dau tién vé cong ty, phat trién ¥ kién vé murc
d6 dang tin cy cua cong ty va cubi cung hinh thanh y dinh hanh vi cta ho.
Nghién ciru ciia mot s tac gia cho thdy, dich vu NHDT c6 tinh v6 hinh, boi
vay, ndi dung thong tin trén trang web cuia NHDT thuong dugc khach hang
coi 1a chat lugng cua dich vu. Tinh tin cdy la mot khia canh quan trong co thé
anh huong dén ¥ dinh tiép tuc tiéu dung dich vu cta khach hang (Bailey va
Pearson, 1983; Gerrard va cong su, 2003).

+ Nhan thirc vé tinh d& sir dung: Cac nghién ctru trudc day da chi ra,
muc do dé sit dung dich vu NHDT c¢6 vai tro dang ké dén sy hai long cua
khach hang (Berry va cong su, 2002; Zavareh va cong sy 2012). Thi giac la
giac quan manh nhat duoc khach hang str dung trong giao dich qua NHDT, c6
tac dong 16n dén nhan thirc vé dich vu va hanh vi ciia khach hang. Céc kich
thich tir dich vu NHPT dén thi giac c6 thé ké dén 1a cach trinh bay ndi dung
thong tin trén trang web ctia ngan hang. Khi khach hang cam nhan tich cuc vé
cac kich thich tir dich vu NHDT, ho ¢6 xu hudng danh gia chét luong dich vu t6t
hon, déng thoi cam nhan thoi gian, cong strc bo ra dé tiéu dung dich vy 1a dang
gia. Mot ) nghién ctru chi ra cac dac diém cua tinh d& sir dung dich vu NHDT
lién quan dén sy hai long cua khach hang nhu dé truy cap trang web, dé sir dung

cac quy trinh NHDT, dé doc vin ban 1o rang trén man hinh, dé kiém tra chi tiét
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giao dich, d& dang nhan dugc thong tin ngan hang vé san pham va dich vu thong
qua thu dién tir, tin nhan dién thoai di dong, may ATM...

+ Nhan thirc vé tinh hd tro: Nguén géc chinh cua su hai long cua khach
hang vé mat nay la su quan tdm, dap ing cua hé théng NHDT, tinh than thién
ctia dich vu hd trg dbi v6i khach hang. Khach hang thuong sé khong hai 1ong
khi ho cam thdy rang NHDT giy ra cho ho nhiéu bat tién trai voi mong doi
cua ho (Kuo va cong su, 2013). Cac nghién clru trude day da chi ra, tinh hd
trg cua dich vu NHDT c¢6 lién quan dang ké dén sy hai long ctuia khach hang
(Chiou va Shen, 2012; Nguyén Hong Quén, 2019; Phan Quan Viét, 2020).
Viéc hd tro xtr 1y cac van dé sir dung dich vu NHDT gitp ting cudng su
thuan tién cua viéc tiép can va st dung céac dich vu va san phém cua NHDT.
Vi du: ngan hang c6 thé hd tro khach hang sir dung cac dich vu chuyén tién,
cac khoan vay, mua hang, thanh toan trén trang web cua ngan hang. Viéc lién
hé v6i hé thong cham séc khach hang cia NHDT dé dang, c6 hiéu qua ning
cao dang ké su tién loi cho khach hang va ting su hai 1ong ciia khach hang
v6i dich vu NHDT. Ngoai ra, thong béo kip thoi nhitng thay doi lién quan dén
dich vu NHDT 1a mot yéu té khién khach hang cam nhén chét luong cta né
(Krishna, 2012).

Ngan hang dién tir thiéu sy twong tac truc tiép cua con ngudi, khach
hang khong thé tiép xuc truc tiép v6i giao dich vién ngan hang. Khach hang
chi c6 thé nhan thic, danh gia dich vu thong qua van ban, hinh anh, 4&m thanh
va video duoc ding tai 1én trang web. Iyer va Bejou (2004) da chi ra ring,
nhirg phan hoi / tra 101 rd rang, chinh xéac, dang tin cdy cta giao dich vién
ngan hang qua dién thoai vé cac mdi quan tdm cia khach hang va viéc sur
dung dich vu d& dang c6 méi lién hé dang ké dén nhan thirc cua khach hang
vé chét lugng dich vu va su hai long cta ho. Loi noi cua giao dich vién ngan

hang anh hudng dén tdm trang cta khach hang, qua d6 diéu chinh hanh vi cta
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ho, bao gdm ca hanh vi mua hang. Loi ndi céi mo, than thién cua giao dich
vién ngan hang thuc day dénh gia tich cuc vé méi truong dich vu, gia ting sy
hai long cua khach hang v6i dich vu (Pham Thi Tuyét, 2017).

+ Nhan thtrc vé gia dich vu: Gia dugc phan biét gitra gia khach quan
(gia thyc té ctia san pham) va gid chi quan (gia duoc mi hoa boi khach
hang) (Jacoby va Olson, 1977). Khach hang tri gidc gia dich vu NHDT
trén cac trang web, tin nhan dién thoai, quang céo, to roi,... Dich vu
NHDT c6 tinh vo hinh, khach hang khong thé ngui, ném, dong cham vao
dich vy, béi vy, gia ca dich vu dugc khach hang coi la chat luong cua
dich vu (Ryu va Han, 2010).

Mot sb6 nghién ctru cho thay, khach hang khong phai lic nao ciing ghi
nhd gia ca khach quan cia san pham, gia thuong duoc méi hoa theo nhiing
cach c6 y nghia d6i voi khach hang (Zeithaml, 1988). Nhan thirc vé gia dugc
dinh nghia 1a “danh gia ctia khach hang vé gia ca trung binh ctia dich vu so
v6i cac gia canh tranh” (Chen va cong su, 1994). Khach hang c6 lo ngai vé
viéc liéu ho c¢6 dang bj tinh phi nhiéu hon hoic ngang bang véi gia cla cac
d6i thii canh tranh hay khong. Theo David F.D (1989) “2/3 s kich thich dén
ndo cua ching ta la tur thi giac”. Nho su dong gop cua Tam 1y hoc nhan thire,
chung ta biét rang, khach hang so sanh thong tin vé san pham véi cac gi tri
c4 nhan va co cac hanh dong twong tng (lya chon, quyét dinh mua, 1ong trung
thanh). Nhan thtc vé gia ca tip trung vao loi ich cta gia ddi voi khach hang.
Khach hang so sanh gid dich vu v4i thong tin san c6 vé dich vu dé luya chon
tiéu dung. Hanh vi tiéu dung ciia khach hang bi anh huéng béi nhan thirc vé
gia dich vu tiét kiém chi phi cho ho (Homburg, 2010). Nhiéu nghién ctru cho
thdy, nhan thirc vé gia dich vu NHDT lién quan dén sy hai long cta khach
hang (Cronin va cong su, 2000; Zeithaml va cong suw, 2003; Tsai, 2010;
Sikdar va Makkad, 2015; Nguyén Vién Thuy, 2019; Phan Quan Viét 2020).
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- Su hai long biéu hién & cam xtc tich cuc vé cac dic tinh cua dich vu
NHDT

Trong céc 1y thuyét cam xtc c¢6 nhiéu quan diém khac nhau vé phan
loai cam xuc, nhung c6 hai loai cam xuc da duogc chép nhan rong rai. Do 1a
cam xuc co ban va cam xtc da nhiéu (Cosmides, 2000). Ly thuyét cam xtc co
ban cho ring tit ca nhitng cam xuc phic tap cua con ngudi 1a su két hop khac
nhau cta nhitng cdm xUc co ban. Theo Ekman (1992), cac cdm xuc co ban
gom: tirc gian, ghé tom, so hii, vui vé, budn ba va ngac nhién (Anger, disgust,
fear, joy, sadness, and surprise). Izard (1991) cho ring, cac cam xuc co ban
gdm: tirc gian, khinh thudng, ghé tom, dau khd, s hai, toi 16i, quan tim, vui
mung, x4u ho va ngac nhién (Anger, contempt, disgust, distress, fear, guilt,
interest, joy, shame, and surprise).

Khac véi 1y thuyét cam xuc co ban, 1y thuyét cam xtc da chiéu mo ta
cam xuc trong mot khéng gian nhiéu chiéu. Mehrabian va Russell (1974) dé
xuat mo hinh cam xuc don gian hai chiéu: tich cuc — tiéu cuc dé phan loai
cam xuc (vi du: hanh phtc — bat hanh, hai long — khong hai 1ong, budn b —
mén nguyén , tuyét vong — hy vong va budn chan — thu thai , d& chiu - khé
chiu). Ly thuyét cam xuc cta Lazarus (1991) dugc ung dung dé giai thich vé
cam xuc tiéu dung. Theo Lazarus (1991), cam xtc nady sinh khong phai do tac
nhan kich thich hodc cic dic diém cta hién tuong giy ra ma la do danh gia
chu quan vé hién tuong lién quan dén nhu cau va muc tiéu. Theo Vi Diing,
(2007), cam xuc 1a nhiing rung cam dién ra trong thoi gian ngan, phan anh
nhing sy kién c6 ¥ nghia d6i voi hoat dong sdng cia con ngudi. Cam xuc
thuong duogc biéu hién dudi dang: cam xuc tich cyc va cam xtc tiéu cuc. Cam
xuc tich cuc dugc hinh thanh khi con nguoi dugc thoa man cac nhu cau. Cam
xuc tidu cuc nay sinh khi cac nhu cau ctia con nguoi khong duge thoa man.

Theo Westbrook va Oliver (1991) cam xtuc cua khach hang 1a cam xuc

dugc goi ra cu thé trong trai nghiém tiéu dung. Cac cam xuc cua khach hang
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duogc biéu hién nhu niém vui, tic gian, s¢ hai; hodc dudi dang mot s6 cam
xuc co ban, chéng han nhu su d& chju / khé chiu, budn / vui, binh tinh / phén
khoi (Izard, 1991; Plutchik, 1980). Theo céc tac gid, cam xuc cia khach hang
1a két qua cua sy tac dong l1an nhau giita cac dong luc bén trong ctia khach
hang (niém tin, muc tiéu) va anh hudng bén ngoai tir moi trudng tiéu ding
(trong tac véi san pham hodc dich vu). Nhiéu nghién ctru da chirng minh cac
cam xuc ctia khach hang twong ddi 6n dinh do di dugc cung cb tir cac kinh
nghiém st dung dich vy (Chaudhuri, 2006). Dac biét, cdc cam xic manh dugc
luu gitt trong tri nhé dong vai tro quan trong trong sy hai long cua khach hang
va anh hudng dén ¥ dinh tiéu dung.

Davis va cong sy (1992), nghién ctru 6 ddc tinh cua dich vu dién tu:
thuan tién, dé st dung, ddi mai vé cong nghe, hép dan truc quan, khudn mau
va thé hién ban than. Nhitng khach hanh tham gia phai hoan thanh mot cudc
khao sat vé kinh nghiém st dung dich vu dién tu. Két quéa nghién ctru cho
théy, thai do tich cuc va niém vui caa khach hang vé 6 dic tinh cua dich vu
dién tir anh huong dén hanh vi tiép tyuc tiéu dung cia ho.

Nghién ctru ciia De Ruyter va Bloemer (1999) cho rang, cam xuc cua
khach hang lién quan truc tiép dén sy hai long va ¥ dinh tiép tuc tiéu dung.
Nhing khach hang c6 cam xuc tich cuc manh mé s& cam thay hai 1ong hon
vo1 dich vu ma ho da nhan dugce. Cam xuc tich cuc cua khach hang thac déy
khach hang chi tiéu nhiéu hon va khuyén khich nhitng ngudi khac cling 1am
nhu vay (Westbrook va Oliver 1991; Bigné va cong sy, 2005). Koufaris
(2002) da chi ra rang, cam xuc tich cuc cta khach hang anh huéng dén y dinh
tiép tuc tiéu dung truc tuyén. Nghién ctru cua Silvia va Rodolfo (2021) cho
thdy, cam xtc anh hudng truc tiép dén long trung thanh va mdi quan hé giira
su hai 10ng va 1ong trung thanh. Nhitng phat hién thyc nghiém da chi ra ring,

su ua thich dich vu d6i khi 1a mot yéu t6 quyét dinh y dinh tiép tuc tiéu ding
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(Davis va cong su, 1992; Ha, 2006) va anh hudng tich cuc dén nhan thuc vé
tinh dé sir dung dich vu (Venkatesh, 2000; Yi va Hwang, 2003).

Nghién ctru cua Liljander va Maria Bergenwall (1999) da chi ra, cac cam
xtc tich cuc nhu: hanh phuc, dé chiu, vui, thich, phﬁn khoi vé chat luong cao
cta céac dich vu dan dén sy hai long va cam xtc budn chan, nhan rdi xuit phat
tr nhan thirc vé chat lugng thép ctia cac dich vu dan dén su khong hai long
ctia khach hang. Nghién ciru cia Wong (2004) va Ladhari (2009) cho thdy,
viéc cung cap cac dich vu dam bao chat luong c6 lién quan dén cam xuc tich
cuc va gop phan lam ting mac do hai long cua khach hang. Theo Chaudhuri
(2006), thu dién tir, 101 no1, sic diéu, nhip di€u cia ngdn ngir cua giao dich
vién ngan hang tao ra cam xuc cua khach hang. Cach thuc tng xur, su quan
tAm, cach thirc hd trg clia giao dich vién ngan hang 1a mot nguyén nhan quan
trong tao ra cac cam xuc khac nhau ¢ khach hang. Khach hang hai long va c6
cam xuc tich cuc khi cac van dé tiéu dung cia ho dugc giao dich vién ngan
hang giai quyét kip thoi, hidu qua véi thai d6 niém no. ..

Tir két qua nghién ctru cua nhiéu tac gia vé sy hai long cua khach
hang cho théy, nhirng biéu hién ctia cam xuc tich cuc vé dich vu gém dé chiu,
vul vé, thoai mai, nhe nhom, thich, an tam, phén khoi, hanh phuc (Getty va
Thompson, 1994; Shaver va cong su, 1987; Liljander va Strandvik, 1997;
Liljander va Maria Bergenwall, 1999; Yu va Dean, 2001; White va Yu, 2010;
Y oshimi Kunieda, 2012; Sukhu va cdng su, 2018; Ngod Dtrc Chién, 2022)

2.3.3. Anh hwéng ciia cdc yéu t6 nhan khau dén sw hai long ciia
khach hang voi dich vu ngdn hang dién tir

Céc bién nhan khau duoc dé cap trong nghién ctru sy hai long véi dich
vu NHDT cua khach hang ca nhan bao gém: tudi, gid1 tinh, trinh d§ hoc van,
nghé nghiép, thu nhap, khu vuc sinh sdng (thanh phd / thi xa, néng thon).
Nhu trong phan tong quan d3 néu, két qua nghién ciru vé su anh hudng cia

cac yéu to nhan khau dén sy hai long voi dich vu NHDT cua khach hang ca
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nhan 1a khong théng nhét, sau day la cac dac diém nhan khau duge lya chon
nghién ctru nhu sau:

- Tubi cta khach hang

Tudi ciing 12 mot ddc diém nhan khau thu hit sy nghién ctru. C6 mot s6
nghién ciru so sanh gitta khach hang tré tudi va cao tudi tip trung vao sy khac
biét trong kha nang xir Iy thong tin can thiét dé ddnh gia mot san pham
(Roedder John va Cole, 1986; Smith va Baltes, 1990). Hau hét cac nghién ctru
déu két luan rang viéc xir 1y thong tin giam dan theo tudi (Moscovitch, 1982).
Nguoi cao tudi co kha nang xir Iy thong tin han ché hon, do d6 phan tmg vé
su hai 10ng cua ho ciing c6 thé thay ddi. Cac nha nghién ctru thudng chia cac
nhom khach hang stir dung dich vu NHDT thanh cac nhém tudi vi thanh nién
(< 20 tudi), dau tudi thanh nién (21 — 25 tudi), giita tudi thanh nién (26 — 30
tudi), cudi tudi thanh nién (31 — 35 tudi), dau trung nién (36 — 40 tudi), giira
tudi trung nién (41 — 50 tudi), cudi tudi trung nién (51 — 55 tudi) va nhom
khach hang cao tudi (> 56 — 60 tudi). Mdi do tudi c6 nhitng dic diém riéng vé
tam ly — xa hoi, céc diéu kién cling nhu cac cach tiép can st dung dich vu
NHDT rat khac nhau.

Moi quan hé giita sy hai long va long trung thanh ctia khach hang sé
manh m& hon trong trudong hop khach hang 16n tudi hon béi ho co xu hudng
trung thanh v&i mot san phém hon, ho ¢6 mirc d6 cAn nhéc han hep va ho ¢6 xu
hudng lua chon cac thuong hi€u lau doi. Khi dua ra quyét dinh mua hang, ho
thuong danh gia kinh nghiém ctia ho voi san pham va it bi anh hudng hon so véi
nguoi tré tudi boi nhitg thay déi vé sy hai long v6i san pham. Vi vay, do tudi
duoc dé xuét 1a mot yéu t6 tao thanh su khac biét vé mirc do hai long cua khach
hang. Trong nghién ciru ndy tic gid luan 4n lya chon mau nghién ciru ngau nhién
chia cac nhom khach hang thanh cac nhém tudi nhur trén.

- Gidi tinh
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Tac dong cua gioi tinh 1én hanh vi mua hang da thu hut sy quan tdm
cia mot s6 nha nghién ciru. Nghién ciru cua Jasper va Lan (1992); Zeithaml,
(1988) cho thay, qua trinh twong tac giita cac ca nhan anh hudng manh t6i
hanh vi mua hang ctua phu nit. So v&1 nam gidi, nit gi61 tham gia vao céac hoat
d6ng mua hang nhiéu hon va quan tdm nhiéu hon dén dich vu tu van cta nhan
vién ban hang (Gilbert va Warren, 1995). Nhiing 1ap luan nay din dén goi ¥
rang, gidi tinh c6 kha nang anh hudng dén su hai 10ng ciia khach hang.

- Trinh d6 hoc van

Brian Mullen va Craig Johnson (1990) cho rang, trinh d6 hoc van lién
quan dén viéc hoc tap, dong vai tro chinh trong vi¢c hinh thanh céc ti€u chi
danh gia chat lugng dich vu, chi phi tiéu dung cua khach hang. Dich vu
NHDT duoc cung cap thong qua phuong tién Internet, nguoi tiéu dung can
phai 1am quen véi may tinh trong mot thoi gian nhat dinh. Nghién ctru cia
Porter va Donthu (2006) két luan rang, vai tro cua gido duc co su lién két véi
Internet hudng khach hang té1 viée ap dung vao linh vee NHDT. Khach hang
c6 trinh do hoc van cao dugc danh gia la co cac diéu kién thuéan lgi hon trong
viéc st dung dich vu NHDT nhu c6 hiéu biét va kinh nghiém st dung céc
phuong tién dién tir nhu may tinh, c6 kién thtc vé tiéng Anh giao dich trén
trang web cia NHPT, c¢6 k¥ niang xtr 1y thong tin vé dich vu NHDT. Da s6
cac nghién ctru cho thiy, trinh d6 hoc van cao anh hudng dén hanh vi tiéu
dung dich vu NHDT.

- Nghé nghiép

Sy hai long cta khach hang c6 lién quan dén cac nghé nghiép khac
nhau nhu: Cong nhan, nong dan, cong chirc, tri thirc, gid1 nghé si, nha quén ly
kinh doanh, nha chinh tri... Theo Kotler va Gary (2010) nghé nghiép cua
khach hang anh hudng truc tiép dén hanh vi mua hang ciia ho. Cic nhom

nghé nghi€p c6 nhan thirc, nhu cau va mong muodn c6 thé khac nhau, anh
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hudng truc tiép va gian tiép dén hanh vi cua cac thanh vién. Nghé nghiép cua
ca nhan 1a tuong ddi 6n dinh voi cac dic trung vé quan diém gia tri, 1oi ich,
thu nhap va sy hai 1ong chung trong xi hoi. Nhu vay, c6 thé yéu té nghé
nghiép cua khach hang anh huong dén su hai 1ong voi dich vu NHDT cua
khach hang.

- Thu nhap

Thu nhap c6 lién quan dén tinh trang kinh té, nghé nghiép 1a diéu kién
tién quyét dé nguoi tiéu dung c6 thé mua, st dung dugce hang hod, dich vu.
Thong thudng cac quyét dinh lién quan dén tiéu dung s& chiu phan 16n tac
dong cua thu nhap, nguoi c6 thu nhap cao hon s€ co nhiéu lua chon va linh
hoat hon khi khong hai long. Nhung nhitng nguoi ¢6 muc thu nhap thap hon
¢6 thé van chip nhan quay lai mua khi mtc do hai long giam xudng dé tranh
chi phi tim kiém va phat sinh nhu ciu méi anh huéng téi thu nhap. Khi ngan
sach tiéu dung cang cao thi ty 1& phan bd chi tiéu cho cac san pham cang ting
1én, cam nhan va danh gia vé san pham ciing c6 sy thay d6i. Nghién ctru cua
Zeithaml (1985) cho thay, cic quyét dinh lién quan dén tiéu dung chiu tac
dong 16n cta thu nhap vi thu nhap cao hon cho phép ngudi tiéu ding c6 nhiéu
Iwra chon hon, s hai 1ong vé san pham tiéu dung c6 su thay doi.

- Khu vuc sinh song

Nghién ctru ciia Anderson va Srinivasan (2003) cho thiy, nhiing khach
hang c6 sy thudn loi vé tiéu dung trong mot khoang thoi gian c6 nhiéu kha
nang s€¢ khong chuyén sang cac thuong hi¢u khac. Sy thudn lgi st dung dich
vu la khoang céch tdi cac chi nhanh ngan hang, cac dia diém ATM, hé thong
cai dat Internet. Khoang cach cang gén, phuong tién di lai, hé théng cai dat
Intrenet hién dai, thi cang thuan loi tiép can dich vu NHDT. Nguoi dan &
thanh thi va nong thon cé nhiing dic diém riéng vé nhu cau tiéu dung, kién

thirc, kinh nghiém vé cong ngh¢ thong tin, str dung dich vy, diéu kién st dung
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mang luéi dich vu dan dén mong doi va su hai long cia khach hang la khac
nhau. Boi vay, khu vuc sinh séng s& 1a bién s anh huong dén sy hai long véi
dich vu NHDT cua khach hang ca nhan.

2.3.4. Cdc yéu té tam Iy lién quan dén sw hai long ciia khdch hang
voi dich vu ngdn hang dién tu

2.3.4.1. Cdc yéu t6 chii quan

- Pic diém tinh cach ctia khach hang

Mo hinh tinh cach duoc sir dung phd bién trong cac nghién ciru tam 1y
khach hang 1a mé hinh Big Five (md hinh 5 yéu t6 tinh cich) cta Costa va
McCrae va Costa (1980,) bao gdm 5 dic diém tinh cach co ban: Tinh tin tam,
tinh hudng ngoai, tinh dé mén, tinh coi mo véi trai nghiém, tinh nhidu tam.
Mot s6 nghién ciru vé anh hudng cua dic diém tinh cach dén sy hai 10ng cua
khach hang cho thiy nhu sau:

Tinh tdn tdm biéu hién & hanh vi hudng dén muc tiéu va sy kién tri.
Nhitng ngudi dat diém cao vé dic diém nay c6 kha ning nhat quan, co to
chtrc va dang tin cdy, co tinh trach nhi¢m (Smith, 2020). Tinh tan tam la mot
dic diém c6 anh huodng tich cuc dén hanh vi mua hang, tirc 1a murc d§ tan tdm
cao s& dan dén mua hang cao hon dy kién va s& thuc day muac d6 hai 10ng cao.

Tinh huéng ngoai biéu hién su thoai mai cua ca nhan trong tuong tac
v6i nguoi khac nhu hoa ddng xa hoi, nhiét tinh, 1am viéc ning nd va quan tim
(McCrae va Costa, 1987; Goldberg, 1990). Nhirng ngudi dat diém cao vé dic
diém hudng ngoai ciling c6 xu huéng hing hai hon nhiing ngudi khic (John
va Srivastava, 1999). Tinh huéng ngoai duoc cho 1a ¢6 lién quan tich cuc dén
su hai long cua khach hang.

Nguoi ¢ tinh d& mén 13 ngudi dang tin cy, hop tac va d& chiu (John
va Srivastava, 1999). Ho c¢6 xu hudng thang than va 1 ngudi c6 kha ning tao
ra sy dong thuan cao, c6 xu huéng khong ddi khang trong cc tuong tic xa

hoi (McCrae va Costa 1987; John va Srivastava, 1999). Nhitng khach hang c6
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tinh x4 hoi cao va k¥ nang x3 hoi c6 nhiéu kha ning tham gia, sin sang twong
tac v6i cac nha cung cdp cac dich vu truc tuyén va duy tri mdi quan hé nay.
Nhitng khach hang c6 tinh d& mén c6 lién quan déang ké dén biéu hién nhing
cam xuc tich cuc anh huéng manh dén su hai long vé cac nha cung cép dich
vu (Tan va cong su, 2004)

Tinh coi md véi trai nghiém thuong c6 & cac ca nhan ham tim hiéu,
gidu tri tuong twong va c6 mdi quan tdm rong rdi. Tinh coi md véi trai
nghiém lién két tich cuc v6i sy hai long trong cong viéc nghé nghiép cia cac
chuyén gia cong ngh¢ thong tin (Lounsbury va cong su, 2007). Spake va
Megehee (2010) da phat hién ra rang, nhimg ngudi co tinh cdi mo véi trai
nghiém thuong nhéan thic sang tao, tao ra su tin cady ¢ nhitng nguoi khac. Ho
cO cam xuc tich cuc vdi sy kham pha cai moi.

Tinh nhiéu tdm dic trung & nhitng ngudi co cam xuc bét an, d& tirc gidn
va lo ling, nong nay vo 1y va c6 hiéu qua giao tiép thap véi nhitng ngudi khac
(McCrae va Costa 1987; Goldberg, 1990). Cam xuc khong 6n dinh nay
thuong anh hudng tiéu cuc dén hanh vi tiéu dung (Jani va Han, 2014; Matzler
va Renzl, 2007; Volodina va cong su, 2019). Nhiing khach hang c6 tinh nhiéu
tam, kém 6n dinh thuong khong hai long, thuong 1a kiéu nguoi khé du doan
hanh vi va dé tirc gian (John va Srivastava, 1999).

- Kinh nghiém sir dung dich vu ngan hang dién tir cia khach hang

Céc khach hang c6 kinh nghiém st dung cong nghé dién tir khac nhau.
Thoi gian st dung dich vu la chi s6 vé kinh nghiém sir dung dich vu cua ca
nhan. Kinh nghiém st dung dich vu NHDT bi anh huéng boi thoi gian st
dung Internet va tan xudt truy cdp vao cac trang Web ciia NHPT. Kinh
nghiém st dung dich vu NHDT dic bi¢t quan trong trong hoat dong ngan
hang bai vi nhitng khach hang c6 nhiéu kinh nghiém nay thudng chu dong lwa
chon tiéu ding va can than hon nhiéu vé Iya chon tiéu dung dich vu NHDT

(Yoon, C., 2010).
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O’Cass va Fenech (2003) chi ra rang, kinh nghiém st dung Internet du
tich lily tao ra niém tin vao kha ning sir dung Internet cho muc dich thuong
mai cua nguoil dung Internet. Theo Polasik va Wisniewski (2009), sy quen
thudc / kinh nghiém st dung Internet 1a mot yéu t6 quan trong anh huong dén
viéc khach hang str dung Internet banking. Karjaluoto va cong sy (2002) nhan
thdy rang, kinh nghiém sir dung may tinh, cong nghé ngan hang va kinh
nghiém stir dung dich vu ngan hang trudce kia dnh hudng tich cuc dén sy hai
1ong cua khach hang ca nhan vé dich vu ngan hang. Laforet va Li (2005) nhan
théy, sy hai long v61 dich vu NHDT cua khach hang bi anh hudng boi kinh
nghiém st dung may tinh va cong ngh¢ méi. Nhitng khach hang da mua dich
vu hoic hang hoa qua Internet trong thoi gian dai va am hiéu vé ngan hang
truc tuyén tham gia tiéu dung nhiéu nhét. Theo Gerrard va cong su, (2006), do
dai thoi gian st dung dich vu NHDT cua khach hang danh hudng tich cuc dén
long trung thanh cua khach hang.

2.3.4.2. Cdc yéu t6 khach quan

- Loi dich vu

Ldi dich vu NHPT la su that bai cia ngan hang trong viéc cung ung
dich vu dung theo cam két. Ldi dich vu thuong xay ra ¢ nhiing thoi diém
luong khach hang qué dong, vugt qué nang luc cua nha cung cép dich vu.
Khic phuc 13i dich vu dugc xem 1a yéu td quan trong lam cho khach hang hai
long khi dich vu bi 16i. Meuter va cong su, (2000) da xac dinh hai loai 16i ctia
ngan hang trong dich vu dién tir, d6 1a 16i cong nghé va 16i quy trinh.

Ldi cong nghé 12 nhitng th ngin can khach hang twong tac véi dich vu
dién tr (vi du: trang web khong hoat dong hoac khong hoat dong binh
thuong). V& co ban, khach hang co thé khiéu nai dé nhan duoc dich vu mong
mudn. Do pham vi tiép can rong rai cua Internet, néu sb luong nguoi dung 16n

bi anh hudng béi sy ¢d, nha cung cap dich vu c¢6 thé khé cho phép khach hang
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tiép can mot cach thuan tién va nhanh chéng véi sy hd trg ciia nhan vién ngan
hang (Sousa va Voss, 2006). Piéu nay c6 thé 1am giam toc d phan hoi dbi véi sy
6 dich vu, mét phf?ln quan trong cua viéc gay nén sy hai long va duy tri long trung
thanh (Miller va cong sy, 2000). Nhitng ngén hang méi c¢6 img dung ngan hang sd
hay méi chuyén ddi thi thuong gip kha nhidu vé 16i k¥ thuat nhu giao dich cham,
qué trinh tai trang hay chuyén trang con cham, con d6i v6i cac ngan hang da ung
dung trude d6 thi van dé nay han ché hon nhung ciing hay bao tri hé théng giy
gian doan dich vu.

Ldi quy trinh 1a viéc tai mot thoi diém nao d6 sau khi khach hang d tuong
tac vo1 dich vy dién tir nhung khong tiép tuc thuc hién dugc theo quy trinh st
dung dich vu. Trong nhiing trudng hop nay, vi trong tac ban dau di dién ra nhu
mong doi, khach hang mong doi dich vu dugc cung cép thanh cong va sy that bai
chi tr¢ nén rd rang ¢ giai doan sau (vi du: da thanh toan mua hang qua Internet ma
khong nhan duoc hang do 15i xac nhan thanh toan ctia ngan hang). Do tinh chat
cham tré cua viée thyc hién, rit kho dé phat hién sém cac hu hong va chi dong
lién hé vé6i khach hang dé khic phuc (Sousa va Voss, 2006).

Trong qua trinh st dung dich vu NHDT, muc d§ tuwong tac gilta con
ngudi v6i nhau bi giam sat. Cac phat hién tir cac dich vu truyén thong da chi
ra réng, vai tro cua cac nhan vién tuyén dau 1a chia khoa dé phuc hoi hiéu qua.
Su trc gidn cuia khach hang dugc xoa diu khi nhan vién hanh dong mot cach
lich su va déng cam ciling nhu thé hién nd lyc manh m& dé giai quyét van dé
(Tax va cong su, 1998).

M&i quan hé hién c6 giira khach hang va nha cung cap dich vu (hinh
thanh thong qua cac twong tac tryc tiép véi nhan vién dich vu) cling lam ting
kha nang khoi phuc théa dang sau su ¢d dich vu, hodc dong vai tro nhu mot
rao can tiép can dich vy (DeWitt va Brady, 2003). Nguoc lai, cac cudc gap go

vo1 dich vu dién tor duge cd nhan hoa va cong nghé tao ra khodng cach gitra
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khach hang va nhan vién phuc vy (Walker va cong su, 2002) nhu e-mail va
dién thoai co6 céc tac dong co6 hai ddi véi su ¢d dich vu truc tuyén. B61 vi, cac
161 trong dich vu dién tir c6 kha ndng anh hudng dén mot sd lugng 16n khach
hang, diéu nay lam ndi bat tam quan trong cua viéc dau tu vao viéc ngan ngua
cac 1i trong cac cai dit nay.

Theo 1y thuyét cong bang, sy hai long cta khach hang ddi véi viéc
khic phuc 15i dich vu c6 duogc thong qua danh gia, so sanh gitra cai ho chi phi
(thoi gian, tién bac) véi qua trinh va két qua khic phyc 16i ma ho nhan duoc 13
tuong xtng (Oliver & Swan,1989). Nghia 1a khach hang cdm nhan dugc sy
cong bé‘mg khi doanh nghi¢p khéc phuc 16i dich vu cho ho. Trong dich vu dién
tir, mirc d9 twong tac gilta cic ca nhan giam xudng, sd luong 16n khach hang
thuong bi anh hudéng boi su cd & mot mic d6 nao d6. Do do, s& co vé hop ly
khi cho rang, nhin chung bat ky dich vy dién tir nao s& khong thé dat dugc xép
hang t6i da vé mic do hai long cua khach hang vé kha niang giai quyét 15i
dich vu cua ho.

- Su da dang trong phuong thirc stir dung dich vu

Hanh vi mua hang da dang 1a mt chu dé duge cic nha tAm 1y hoc, nha
kinh doanh va nha kinh té diéu tra. Y tuéng co ban ding sau khai niém sy da
dang trong phuong thirc sir dung dich vu 1a nhitng anh huong nhat dinh cua
diéu kién khach quan. Khi khach hang st dung dich vu bang nhiéu phuong
thirc, ho c6 thé gip nhitng kho khan nhu hé thong k¥ thuat khong thé dap Gmg
t6t nhu cau tiéu dung. Vi du: khi str dung thé ngan hang, khach hang can tiép
can dugc cac ATM va céac ctra hang chép nhan thanh toan thé, hoac khi st
dung ngan hang trén dién thoai/mobile banking, khach hang can co6 dién thoai
thong minh twong thich voi ting dung/app ciia ngan hang. Tuy nhién, nhiéu
ngudi van tiéu ding dich vu da dang dé tranh cam gidc nham chan va don

diéu (Homburg va Giering, 2001)
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Cac NHDT da m¢ nhiing dich vu nhu vay von, mé thé, dang ky dich
vu, mo tai khoan, gui tiét kiém, chuyén tién, nop tién vao tai khoan, mua bao
hiém. .. Tuy nhién, viéc dau tu 16n vé dir liéu caa dich vu duong nhu chua
déng nhat, chua tao duge su két ndi lién thong déy du gitra cadc ngan hang,
chua c6 su hudng dan kip thoi, dﬁy du vé cach su dung cac dich vu moi.
Khach hang str dung nhiéu phuong thuc st dung dich vu NHDT c6 thé gap
cac rti ro an ninh, bao mat, bao dam dir liéu cua ho nhiéu hon. Ho chi phi ton
kém hon khi sir dung nhiéu phuwong thtrc sir dung dich do st dung mdi mot
dich vu déu phai tra chi phi riéng, vi du phi mé thé, phi st dung dich vu
internet banking va mobile banking, phi chuyén tién va phi thanh toan qua thé
... Khach hang c6 thé gap kho khan nhiéu hon vé thu tuc st dung dich vu
NHDT nhu mé thé, mé tai khoan, dang ky sir dung dich vu & chi nhanh ngan
hang, dia diém chi nhanh ngan hang ¢ cac thanh phd 16n, & nong thon.

Téng quan tai li¢u vé 161 dich vu va sy da dang trong phuong thirc st
dung dich vu cho thiy, nhan thirc cia khach hang vé viéc ngan hang giai
quyét cham, khong an toan, viéc st dung dich vu da dang gdp nhitng kho
khan nhu hé théng k¥ thuat khong dap tng duoc yéu cau cua khach hang, thu
tuc van hanh phtec tap, thiéu thong tin. Do do, khi thiét ké hé théng cung cép
dich vy, hd trg khach hang nang cao nhan thirc va k¥ nang str dung dich vu
cho khach hang 13 mot yéu cau quan trong d6i voi chat luong dich vu NHPT,
thong qua do nang cao sy hai long ctuia khach hang véi dich vu nay.

2.3.5. Anh hwéng ciia sw hai long ciia khdch hang dén y dinh tiép tuc
tiéu dung dich vu ngan hang dién tir

Céc ly thuyét ciia Tam 1y hoc x4 hoi giai thich y dinh hanh vi dugc biét
dén nhiéu nhat 1a: Ly thuyét vé hanh vi du dinh (Theory of Planned Behavior,
Ajzen, 1985; 1988) va ly thuyét hanh vi - thai do (Triandis 1977, 1980).

Trong 1y thuyét vé& hanh vi du dinh, mot hanh vi c¢6 thé dugc du bao hoic giai
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thich boi cac ¥ dinh dé thuc hién hanh vi d6. Theo Ajzen (1985), y dinh hanh
vi 1a mot ham cta 3 nhédn t6 anh hudng: thir nhat, thai d6 dbi v6i hanh vi
(Attitude toward the Behavior); Thtr hai, quy chudn chu quan (Subjective
Norms) dé cap dén strc ¢p cua xa hoi dén hanh vi; Tht ba, nhén thic vé kiém
soat hanh vi (Perceived Behavioral Control) phan anh su r0 rang hay kho
khan thuc hién hanh vi. Piéu nay phu thudc vao sy co san cac nguén luc va
cic co hoi dé thuc hién hanh vi. Theo Triandis (1980) “y dinh hanh vi la
nhitng chi dAn ma con nguoi dua ra cho ban than dé hanh dong theo nhiing
cach thtrc nhét dinh”. Y dinh c6 thé duoc suy ra tur cdu tra 101 cua mgt ngudi
nhu “T6i du dinh 1am X hodc “Tai s& lam X”. V& mit tim 1y, ¥ dinh hanh vi
hudng dén muc dich cta ca nhan. Lam rd muc dich cta y dinh hanh vi s€ thic
day kha nang thuc hién hanh vi ctia c4 nhan. Nghia 13, y dinh hanh vi bao
gdm ca xu huéng va cudng do ciia mot quyét dinh. Sy rd rang cua ¥ dinh 13
chi s6 quan trong dé dy béo hiéu qua vé hanh vi dy dinh.

Y dinh tiép tuc ti€u dung cua khich hang dugc coi nhu la mot thanh
phan cia hanh vi tiéu dung lap lai / 1ong trung thanh va déng vai trd quan
trong nhat d6i v6i du doan hanh vi tiéu dung 13p lai san phém / dich vu cua
khach hang. Theo Ladhari (2009), ¥ dinh tiép tuc tiéu dung ctia khach hang bi
anh huong boi ba yéu t6: hanh vi tiéu dung trong qua khu, su hai long va
nhén thuc vé gia tri dich vu hodc san phém. Y dinh tiép tuc tiéu dung cua
khach hang c6 cac biéu hién nhu khach hang danh gia cao vé chit lugng cua
san pham hodc dich vu, sin sang mua, mua nhiéu hon trong tuwong lai, sir
dung dich vu cua nha cung cép ma khach hang dang giao dich, gidéi thiéu dich
vu va san pham nay cho nhitng ngudi khac. Nguoc lai, y dinh khong tiép tuc
tiéu dung cua khach hang nhu nhan xét tiéu cuc vé san phém hoac dich vu,
than phién hodc cé nhimg tic dong lam giam sé lwong khach hang dang tiéu
dung san phém hoac dich vu (Macintosh va Lockshin, 1997; Liu va Jang,
20009).
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Nghién ctru vé ¥ dinh tiép tuc tiéu dung nhiéu hon hanh vi tiéu ding
1ap lai san pham / dich vu 13 do yéu t6 nay lién quan dang ké dén thai do, cac
quy chuan cht quan va nhan thtrc vé kiém soat hanh vi ctia khach hang. Hon
nita, do ludng ¥ dinh tiép tuc tiéu dung dé dang hon so voi do ludong hanh vi
tieu dung thuc té (Bolton, Kannan, Bramlett, 2000). Mot s6 nha nghién cuu
cho rang, viéc phan biét khai niém hanh vi tiéu dung lap lai / 1ong trung thanh
va y dinh tiép tuc tiéu dung chi c6 tinh chat trong ddi, boi vi cac khai niém
nay c6 mdi quan hé chit ché l14n nhau. Nguoi tiéu ding sé khong ra quyét
dinh mua, st dung san pham hodc dich vu khi y dinh tiéu ding né khong cao.
Céac cum tu " co6 y dinh tiép tuc ti€u dung", "y dinh tai st dung hodc "mua
hang lap lai " déu c6 nghia twong ty nhu " 1ong trung thanh " (Zeng va cong
su, 2009).

Nghién ctru vé cac biéu hién cta ¥ dinh tiép tuc tiéu dung nhu hanh vi
tiéu dung lap lai san pham / dich vu ctia nha cung cdp (Bagozzi va cong su,
1999; Oliver, 1980; Szymanski va Henard, 2001), y dinh quang céo truyén
miéng vé san pham / dich vu (Curren va Folkes, 1987), y dinh mua lap lai san
phém / dich vu trong thot gian dai (Dabholkar va cong sy, 2000; Sita Mishira,
2014). Nhiéu nghién ciru di phat hién ra sy hai 1ong cta khach hang c6 moi
quan hé tich cuc chat ché va 1a yéu td chinh anh huong dén y dinh tiép tuc
tiéu dung cua ho (Antén va cong su, 2007). Tir tiép can 1y thuyét tam 1y hoc
x3 hoi va tong quan nghién ctru vé sy hai 10ng cua khach hang, tac gia luan an
lwa chon yéu t6 y dinh tiép tuc tiéu dung trong nghién ctru anh hudng cua
mirc d6 hai 1ong dén y dinh tiép tuc tiéu dung dich vu NHDT cua khach hang.

2.4. M hinh nghién ciru dé xuat

Trén co so phan tich cac wu, nhugce diém phu hop véi d6i tuong va
pham vi nghién ciru nhu da néi ¢ trén, luan an dé xuat khung mo hinh nghién

ctru nhu sau:
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4 ) ‘ ( \
Cac yéu to / Sw hai long vé \

tam ly - xa dich vu NHDT
h{i

quan: i .t
+ Dac diém tinh 1€p tuc
cach > va —»| sit dung
zir Kinh nghiém sur S diCh vu

ung - Tinh thuan tién
- Yéu t6 khach - Tinh an toan, tin cy NHDT
quan: - Tinh ho tro
+ Ldi dich vu - Tinh dé str dung
+ Su da dang -Gidca
trong phuong thirc

su dung dich vy
. J S
Hinh 2.1. Khung mo6 hinh danh gia sy hai long voi dich vu NHDT cua khach hang

Mo hinh nghién ctru ctia ludn an duoc xay dung tir co s 1y thuyét vé sy
hai long cua khéach hang, muc ti€u nghién ctru cia ludn an. Mbi quan hé tac
dong giita cac yéu tb trong mo hinh su hai long véi dich vu NHPT ctia khach
hang do tac gia dé xuat dugc giai thich nhu sau:

Moi quan hé gitra nhan thirc, cam xuc tich cuc vé chat luong, gia ca
dich vu va su hai long cua khach hang: nhan thic va cam xuc tich cuc vé chat
lugng, gid ca dich vu co mbi quan h¢ cung chiéu, nhan thirc va cam xuc tich
cuc 13 2 thanh t6 tao nén sy hai 10ng cua khach hang.

Mobi quan hé giita sy hai long ctia khach hang va ¥ dinh tiép tuc st
dung dich vu NHDT: Néu khach hang hai 10ng vé chat lugng, gia ca dich vy &
mirc d§ cao thi no s€ co tac dong tich cuc dén y dinh tiép tuc str dung dich vu
NHDT, nguoc lai, néu khach hang hai long vé chat luong, gia ca dich vu &

murc do thap thi khach hang s& khong c6 ¥ dinh quay lai tiéu dung dich vu.
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Moi quan hé gitta cac yéu td anh hudng va sy hai 10ng cta khach hang:
Céac yéu t6 chu quan (dic diém tinh cach, kinh nghiém st dung) va yéu t6
khach quan (gip 16i dich vu, su da dang trong phuong thirc sir dung dich vu)
c6 anh huong dén su hai long cta khach hang ¢ cac mutrc d6 khac nhau.

Nhu vay, m6 hinh nghién ciru dé xuat danh gia vé su hai 1ong véi dich
vu NHDT cua khach hang néi trén cho thiy, nhan thic vé chat lugng, gia ca
dich vu, cam xtc tich cuc c6 mbi quan hé cung chiéu voi sy hai long va y
dinh tiép tuc str dung dich vu NHPT cua khach hang. Py 1a cac ndi dung can
lam sang to trong nghién clru cua ludn an.

2.5. Tiéu két chwong 2

Trong chuong 2, luan an da dé cap dén 1y luén vé su hai long véi dich
vu NHDT cua khach hang va cac yéu t6 anh huong. Lun an da phan tich cac
Iy thuyét Tam 1y hoc duoc Gmg dung trong nghién ctru sy hai long ciia khach
hang véi dich vu NHDT nhu Iy thuyét nhu cau cta con ngudi ciia H. Murray,
Iy thuyét thir bac ciia nhu cau ctia A. Maslow, 1y thuyét nhu ciu cia nhém xa
hoi ciia A.G. Kovaliop, 1y thuyét vé nhan thirc, 1y thuyét vé cam xuc cua Izard
(1972), Ekman (1993), 1y thuyét cong bang (G. Homans, 1980), Iy thuyét cua
Tam 1y hoc xa hoi vé hanh vi du dinh (Theory of Planned Behavior, Ajzen,
1985, 1987). Luan an da xdy dung khai niém cong cu cua dé tai vé sy hai 1ong
v6i dich vu NHDT cuia khich hang ca nhén theo 1y thuyét Tam 1y hoc xa hoi
vé thai do. Khai niém su hai long cua khach hang véi dich vu NHDT duoc
hiéu 1a danh gia cua ho vé dich vu NHDT, dua trén nhan thac, cam xuc tich
cuc vé cac dac tinh: tinh thudn ti¢én, tinh an toan va tin cay, tinh dé sur dung,
tinh hd trg va gia ca cta dich vu NHPT. Luan 4n 1am rd biéu hién cua sy hai
long cua khach hang trén binh dién nhan thirc va cam xuc tich cuc vé dich vu
NHPDT, anh hudng ciia n6 dén y dinh tiép tuc tiéu ding. Tiéu chi dé danh gia

cac mat bi€u hién nay la tan suat xuat hién nhi€u cua cac y€u to lién quan dén
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su hai long ctia khach hang. Luan 4n dé xuat mo hinh nghién ciru sy hai 1ong
v6i dich vu NHPT cuia khach hang dya trén tong quan cac cong trinh nghién
ctru vé su hai long ctia khach hang trén thé gidi va ¢ Viét Nam.

Khi xem xét cac yéu t6 chi quan va khach quan, tic gia ludn an nhan
thdy c6 nhiéu yéu tb c6 thé anh hudng va tao sy khac biét dén su hai 10ng voi
dich vu NHDT cua khach hang. Ludn an tap trung phan tich cac yéu t6 nhan
khau nhu: tudi, gi61 tinh, thu nhap, nghé nghiép, trinh do hoc vén, tinh trang
gia dinh va khu vuc sinh séng. Cac yéu td chu quan nhu: kinh nghiém sir
dung dich vu NHDT va dac diém tinh cach. Céc yéu td khach quan nhu: 16i
dich vu, su da dang trong phuong thirc st dung dich vu. Tt co s& ly luan trén

day tac gia c6 thé trién khai nghién ctru trén thyc tién.
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CHUONG 3
TO CHUC VA PHUONG PHAP NGHIEN CUU

3.1. Vai nét vé dia ban va khach thé nghién ciru

3.1.1. Dia ban nghién ciru

Su hai long véi dich vu NHDT cua khach hang cd nhan dugc nghién
ctru ¢ 4 Tinh/ thanh phd 16n ¢ Viét nam 14 thanh phd Ha Noi, thanh phd Hb
Chi Minh, tinh Quang Ninh, tinh Khanh Hoa. V& 1y tudng, luan 4n dy kién
nghién ctru sy hai long véi dich vu NHDT cua khach hang & céc tinh / thanh
phé trén ca nude. Tuy nhién, nghién ciru theo cach nay 1a khong kha thi vi rat
kho 6 thé co tiép can cac khach hang trén pham vi ca nudc, trong diéu kién
thot gian va kinh phi nghién ctru han hep. Hién nay, hé théng ATM/POS van
chu yéu tap trung ¢ 5 thanh phd 16n 1a: Ha No6i, H6 Chi Minh, Pa Ning, Hai
Phong, Can Tho, trong khi s6 lugng ATM/POS & cac thanh phd nho va khu
vuc nong thon con han ché (Trén Vian Diing, 2020). Vi vay, tac gia da thuc
hién phuong an nghién ctru & 2 thanh phd 16n 1a Ha No6i, H6 Chi Minh - dai
dién cho cac thanh phd 16n c6 cac chi nhanh NHDPT nhiéu nhat va 2 tinh
Quang Ninh va Khanh Hoa - dai dién cho céac tinh c¢6 cac chi nhanh NHDT
han ché.

Khach hang st dung dich vu NHDT cua nhiéu ngan hang khac nhau
nhu Vietcombank, BIDV, Agribank, Techcombank, Vietinbank Vietinbank,
ACB, Sacombank, Eximbank, TPBank, HDbank va mot sb ngan hang khac,
day 1a cac ngan hang thuong mai 16n c6 hé thong trai déu trén khap lanh tho Viét
Nam. 4 ngan hang lén nhit Vietcombank, BIDV, Agribank, Techcombank,
chiém 75% s luong ATM trén toan qudc va sd luong thé phat hanh chiém
87% tong sd thé phat hanh cta cac to chirc cung tng dich vu thanh toan, 1a

nén tang quan trong cho viéc phat trién dich vu thanh toan. Cac ngan hang
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déu c6 Trung tam Dich vu khach hang 24/7 1a don vi truc thuoc Ngan hang,
hoat dong sudt 24 gio trong ngdy va 7 ngdy trong tuan, voi cac chirc ning
chinh nhu: Giéi thiéu, huéng dan s dung va giai dép thic méc cta khach
hang vé san pham, dich vu ctia ngan hang; Cung cap cac dich vu ngin hang
va chdm soc khach hang qua dién tir thoai; Tiép nhan va giai quyét khiéu nai
cua khach hang.

Theo s li€u moi nhat tr NHNN, tinh dén cudi thang 9/2018, trén toan
qudc c6 khoang 18,173 ATM va khoang 294.500 POS. Tinh dén thoi diém
thang 8/2019, Vietcombank di c6 tong cong 106 chi nhanh va phong giao
dich dat tai 17 Quan, Huyén cia thanh phé Ha Noi. Tinh dén nay, trén dia ban
TP. Ha Noi ¢6 2,760 ATM va hon 90.000 thiét bi chap nhan thé (POS). Hién nay,
ngan hang Vietcombank c6 tong cong 222 cidy ATM dat tai Ha Noi. Trong do
quin c¢6 nhifu ATM nhit 1aQuan BDéng Pacd29ciy, Quan Cau
Gidy c6 28 cdy, Quan Ba Dinh ¢ 26 cdy, Quan Hai Ba Trung co 24 cy, Quin
Hoén Kiém c6 24 cay, ... Ngan hang TMCP Dau tu va Phat trién Viét Nam c6
téng cong hon 240 cay ATM dit tai Ha Noi. Trong d6 nhiéu nhat phai ké dén
Cau Gidy - 36 cay ATM, Ba Dinh - 26 ciy ATM, Ddéng Pa - 22 ciy ATM, ...
va nhiéu Quan, Huyén khac. Ngan hang Nong nghiép va Phat trién Nong thon
Viét Nam c6 tong cong hon 241 cdy ATM dat tai Ha Noi. Trong d6 nhiéu
nhit phai ké dén Cau Gidy - 31 cay ATM, Ha Pong - 18 cay ATM, Bic Tu
Liém - 17 cay ATM, ... va nhiéu Quan, Huyén khac.

Tai TP.HCM Ngan Hang TMCP Céng Thuong Viét Nam c6 dén hon
92 chi nhanh/phong giao dich dang hoat dong & tat ca céac Quan, Huyén cua
thanh phd. Hién nay, Ngan Hang TMCP Coéng Thuong Viét Nam co tong
cong hon 248 Cay ATM dit tai TP HCM. Trong d6 nhiéu nhat phai ké dén
Quan 1 - 48 Cay ATM, Tan Binh - 22 Cay ATM, Quan 10 - 21 Cay ATM, ...
va nhiéu Quan, Huyén khac. Ngan hang Agribank co6 tong cong 444 cay ATM
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dat tai HO Chi Minh. Trong d6 quan co nhiéu ATM nhét 1a Quan 1 co 44 cay,
Quan Tan Binh c6 31 cay, Quan 5 c6 30 cay, Quan 10 c6 29 cdy, Quan 7 co
27 cay, ... Ngan hang BIDV c6 téng cong 324 cay ATM dit tai H6 Chi Minh.
Trong d6 quan co nhiéu ATM nhét 12 Quan 1 co 68 cay, Quan Thu Duc c6 26
cay, Quan 3 c6 26 cay, Quan Binh Thanh c6 24 cay, Quén 10 c6 21 cay ...

Ngan hang ngoai thuong c6 tong cong 16 chi nhanh va phong giao dich
dugc dat trén 8 quan huyén cia Tinh Quang Ninh. Cac chi nhanh va PGD cua
Ngan hang VCB tai Quang Ninh tip trung ¢ thanh Phé Ha Long ¢ 5 dia diém,
Thanh Phé Cam Pha ¢ 3 dia diém, Thanh Phé Moéng Cai c¢6 2 dia diém, Thanh
Ph6 Ubng Bi c6 2 dia diém, Thi Xa Pong Triéu c6 1 dia diém Ngan hang
Vietcombank c6 1 cay ATM dat tai Thi Xa Quang Yén Quang Ninh, 61 ciy ATM
tai cac quan huyén khic & Quang Ninh. Ngin hang BIDV c6 tong cong 62 ciy
ATM dat tai Quang Ninh. Trong d6 quan co nhiéu ATM nhéat 1a Thanh Phé Ha
Long c6 25 cdy, Thanh Phé Cam Pha c¢6 17 cdy, Thi Xa Pong Triéu ¢ 7 cay,
Thanh Phé Udng Bi ¢ 4 cay, Thanh Phé Mong Céi c6 3 ciy ...

Hién nay, Ngan Hang TMCP Ngoai Thuong Viét Nam c6 téng cong
hon 27 cdy ATM dit tai Khanh Hoa. Trong d6 nhiéu nhét phai ké dén thanh
phd Nha Trang - 23 cdy ATM, Cam Ranh - 3 ciy ATM, H. Cam Lam - 1 cay
ATM, ... va nhiéu Quan, Huyén khac. Ngan hang BIDV c¢6 tong cong 35 ciy
ATM dit tai Khanh Hoa. Trong d6 quan c6 nhiéu ATM nhét 1a thanh Phd Nha
Trang c6 32 ciy, Huyén Ninh Hoa c6 2 cdy, Thi Xa Cam Ranh c6 1 cdy. Hi¢n
nay, Ngan hang Nong nghiép va Phat trién Nong thon Viét Nam co téng cong
hon 25 cdy ATM dit tai Khanh Hoa. Trong d6 nhiéu nhat phai ké dén thanh pho
Nha Trang - 11 cdy ATM, Cam Ranh - 4 cay ATM, H. Ninh Hoa - 3 cay ATM,
... va nhiéu Quan, Huyén khac...

S6 liéu thong ké trén co thé thiy, hau hét cac dia ban nghién ctru déu c6
dich vu NHDT, tip trung nhiéu nhat ¢ thanh phé Ha Noi va thanh phé H6 Chi
Minh. O tinh Quang Ninh, dich vu NHDT tap trung nhiéu nhat & thanh phé
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Ha long. O tinh Khanh Hoa dich vu NHDT, tap trung nhiéu nhat & thanh phé
Nha Trang. Day 14 2 dia diém du lich 16n cta tinh Quang Ninh va tinh Khanh
Hoa. Con céc thi xa / huyén cua 2 tinh Khanh Hoa, tinh Quang Ninh dich vu
NHDT con rét it. Nhu vy, so v6i thanh phé Ha Noi va thanh phé Ho Chi
Minh thi tinh hinh phat trién dich vu NHDT cua tinh Khanh Hoa va tinh
Quang Ninh hién nay con rat han ché. Nguyén nhan co ban cua ton tai tinh
trang nay 1a do hé thng tai khoan va quy trinh nghiép vu thudng thay doi,
khong mang tinh hé théng. Mot trong nhitng nguyén nhan nita ma cac ngan
hang thwong mai st dung cac phan mém ung dung khong hiéu qua 1a do ha
tang k¥ thuat chua cao. Su két hop giira cac ngan hang thuong mai va cac
Cong ty vién thong van chua dong bo, tinh on dinh dudng truyén chua cao.
Piéu nay lam han ché kha ning phat trién dich vu NHDT 6 tinh Quang Ninh
va tinh Khanh Hoa.

3.1.2. Khdch thé nghién ciru

S6 lugng mau nghién ctru dinh lugng dua trén cach tinh c& mau cla
Hair Jr. va cong su (1998) 14 ¢& mau phai dat 5 1an - 10 1an sd bién quan sat.
Phiéu diéu tra trong nghién ctru dé tai luan 4n bao gdm 76 muc héi cua 15
thang do. Pia ban nghién ctru bao gdm 4 tinh/thanh phd 16n 1a Ha Noi, Ho
Chi Minh, Quang Ninh, Khanh Hoa nén tac gia da chon ) luong mau nghién
ctru 1a 760 mau (76 x 10). S6 mau khao sat nay dugc chon dya trén phuong
phap chon mau thuan tién. Diéu tra vién dén cac phong giao dich, cac dia
diém cong cong dé phat phiéu diéu tra, giai thich va nho khach hang tra 1oi
vao phiéu. Nghién ctru chinh thirc di phat ra 760 phiéu diéu tra. Tong sb
phiéu thu vé 1a 754 phiéu (chiém ty 18 99,21%). Mau khdo sat chinh thirc gdm
754 khach hang dang st dung dich vu NHDPT & cac ngin hang Vietcombank,
BIDV, Agribank, Techcombank, Vietinbank, Sacombank ...

Mau nghién ctru c6 mot s6 ddc diém thong ké co ban nhu sau:
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Bang 3.1. Pdc diém nhdn khdu vé khdach thé nghién citu (N = 754)

Dac diém Nhom So6 luong | Ty lé %
Gidi tinh Nam 301 39,9
Nit 453 60,1
Tuoi 18 - 20 tudi 84 11,1
21- 29 tudi 161 21,4
30- 39 tuodi 212 28,1
40- 49 tuodi 210 27,9
50 — 60 tuoi 87 11,5
Nghé nghiép Hoc sinh, sinh vién 176 23,3
Cong nhan va nong dan 25 3.4
Céan bo cong chirc/ nhan vién | 244 32,4
Chu doanh nghi¢p 96 12,7
Huu tri va ndi tro 38 5,0
Budn ban nho 175 23,2
Trinh d6 hoc van | Chua tot nghi¢p THPT 27 3,6
T6t nghiép THPT 104 13,8
Trung cap/ Cao dang 99 13,1
bPai hoc 383 50,8
Thac sy va Tién si 141 18,7
Thu nhap/ thang | Duéi 5 tri¢u 193 25,6
Tur 5 dén duéi 10 triéu 193 25,5
Tir 10 dén dudi 15 triéu 159 21,1
Tir 15 dén dudi 20 triéu 91 12,1
Tir 20 dén dudi 30 triéu 75 9,9
Tir 30 dén dudi 40 triéu 27 3,6
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Trén 40 triéu 16 2,2
Kinh nghiém st Dudi 6 thang 49 6.5
dung dich vu Tur 6 thang dén dudi 1 ndm 58 7,7
NHDT Tir 1 nam dén 2 nam 133 17,6
Tir 2 nam dén 3 nam 177 23,5
Tir 3 nam dén 4 nam 114 15,1
Tir 4 nam dén 5 nam 67 8,9
Trén 5 nam 156 20,7
Noi cu tri Thanh phd Ha noi 230 30,5
Thanh phd H6 Chi Minh 236 31,4
Tinh Quang Ninh 146 19,4
Tinh Khanh Hoa 142 18,7
Tong s6 754 100,0

Trong s6 khach thé nghién ctru ¢6 301 nam chiém ty 1¢ 39,9 va 453 nir
chiém ty 18 60,1%. Ty 1& nit nhiéu hon nam phu hop thuc té 1a da sd nit
thuong dam nhan viéc chi tiéu, giao dich tai chinh ¢ gia dinh hoac & cong ty,
doanh nghi¢p. Khach thé tir 20 tudi dén 50 — 60 tudi, duoc chia thanh 5 nhom
tudi, mdi nhém tudi cach nhau 10 nim vi trong khoang thoi gian 10 nam
khéch thé c6 su khong khac nhau nhiéu vé trinh d6 hoc van. Tudi trung binh
ctia khach thé 1a 35 + 11, 82. Khéch thé tap trung nhiéu nhat 13 tir 30 dén 39
tudi chiém ty 1& 28,1%, tiép dén 1a nhom tir 40 dén 49 tudi (27,9%). Diéu nay
phul hop voi thyc té d6 14 do tudi nay 1a nhitng nguoi thuong dang di 1am su
dung thudng xuyén cong nghé hién dai, vi vay ho chinh 1a nhom tudi st dung
dich vu NHDPT nhiéu nhét.

Khach thé 1a hoc sinh, sinh vién (23,3%), can bd cong chirc/nhan vién

(32,4%), budn ban nho (23%), kinh doanh tw nhan (12,7%) nhiéu hon so véi
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nhoém cong nhéan, nong dan, huu tri, ndi tro. Phan 16n nguoi dugce hoi cd trinh
d6 tir cao dang tro 1én tirc 1a c6 kha nang tiép can cong nghé thong tin,
c6 kha niang st dung cac dich vu NHDT. S6 ngudi ¢o trinh d6 dai hoc 13
nhiéu nhat (50,8%), tiép dén 14 trinh do thac si va tién si (18,7%). Pa sb khach
thé ¢o thu nhap tir dudi 5 triéu/thang dén 15 triéu dong/ thang (71,3%). S&
ngudi c6 thu nhap dudi 5 triéu dong/ thang (25,6%) chénh 1éch khong dang ké
s0 v6i s6 ngudi co thu nhap 5-10 triéu dong / thang (25,5%) va 10 — 15 triéu
dong / thang (21,1%). Nhu vay, phan 16n s6 nguoi dugec hoi cd thu nhdp
chu yéu tir dudi 5 triéu dén 15 triéu. Pay la mirc thu nhap phd bién cua lao
dong ¢ Viét Nam. Kinh nghiém st dung dich vu NHDT tur 2 dén 3 nam 1a
nhiéu nhat (23,5%).

Kinh nghiém trung binh st dung dich vu ngan hang dién tir ctia khach thé
1a khoang 3 nam va thoi gian truy cép trung binh khoang 12 1an/ thang. Diéu nay
phu hop véi thue té cua Viét Nam 1a dich vu NHDT mé1 phat trién va nguoi
dan ciing mdi bit dau st dung nén phan 16n kinh nghiém st dung 1a chua
lau (cht yéu 1a dudi 5 ndm). V& cac san pham dich vu ngén hang dién tir, theo sb
liéu théng ké phan 16n cac khach hang sir dung dich vu ngan hang dién tir chu
yéu 1a dé kiém tra tai khoan, sao ké (15,5%), chuyén tién (54,9%) va thanh toan
hoa don (28,5%). Phuong thitc NHDT dugc sir dung thudng xuyén nhat 1a
Mobile banking (56,1%), cac loai thé tin dung (27,3%) va internet banking
(14,9%). Ha noi va thanh phd HO Chi Minh 13 hai thanh phd dong dan cu nhat &
Viét nam nén sd lugng miu & Ha ndi (30,5 %), & thanh phd HO Chi Minh (31,4
%) nhiéu hon & tinh Quang Ninh (19,4%) va Khanh Hoa (18,7%). Ty 1 chung
khach thé & thanh phd 12 61,9% va ¢ tinh 14 38,1%.
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Str dung trén 3
phuong thure
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Str dung 3 phuong thirc
16%

Str dung 1 phuong thirc
40%

Str dung 2 phuong thir
43%

f
Biéu a0 3.1. 7y é % khdch hang theo s6 phwong thire sie dung dich vu
NHDT

3.2. Td chirc nghién ctru

Qua trinh nghién ciru dugc tién hanh qua 4 giai doan:

- Giai doan 1: Nghién ctru ly luan

- Giai doan 2: Thiét ké cong cu nghién ciru

- Giai doan 3: Diéu tra thuc tién

- Giai doan 4: Xtr Iy dit liéu va viét bao co

3.2.1. Giai doan nghién cvru ly ludn

3.2.1.1. Muc dich

Xay dung co so 1y luan vé sy hai 1ong v6i dich vu NHPT cua khach
hang nhiam xac dinh ndi dung va phwong phap nghién ctru

3.2.1.2. Noi dung

Phén tich tai liéu cua cac tac gia trong nudc va nudc ngoai vé sy hai
long véi dich vu NHDT cua khach hang dé tir d6 xay dung dé cuong nghién

ctru, chuyén dé tong quan, chuyén dé co s¢ 1y luan.
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Phan tich tai liéu vé su hai long véi dich vu NHDT cua khach hang
nham tong quan cac nghién ctru vé vin dé nay, xdy dung khai niém sy hai
long v6i1 dich vu NHDT cua khach hang, chi ra cac mic do biéu hién su hai
1ong v6i dich vu NHDT ciia khach hang va cac yéu t6 anh hudong dén sy hai
long v6i1 dich vu NHDT cua khach hang.

3.2.1.3. Céch thirc/phirong phap tién hanh

Nghién ctru tai liéu vé sy hai 10ng véi dich vu NHPT cua khach hang.
Tham khao y kién cac nha nghién ciru va lam viéc voi khach hang & ngan
hang cung cip dich vu NHDT. Lay ¥ kién chuyén gia trong linh vuc tam ly
hoc vé su hai long v61 dich vu NHDT cua khach hang cd nhan va cac biéu
hién cua su hai long cua khach hang.

Thoi gian tién hanh: 1/2019 — 1/2020.

3.2.2. Giai doan thiét ké cong cu diéu tra

3.2.2.1. Muc dich

Trén co s& nghién ctru tai li¢u, khai niém va céc chi bao ve su hai long véi
dich vu NHDT cuia khach hang xay dung bo cong cu dé danh gia thyc trang va tién
hanh khao sat thir nham kiém dinh d6 tin cdy cua bg cong cu danh gia thyc trang.

3.2.2.2. Noi dung

Xy dung phiéu diéu tra bang bang hoi, phiéu phong van danh cho
khach hang, phiéu phong vain danh cho can bo ldnh dao ngan hang. Thiét ké
bang hoi, phiéu phong van. Trong qua trinh thiét ké cong cu nghién ctu, tac
gid luan an s dung 3 thang do nhén thirc, cdm xuc, y dinh tiép tuc st dung
dich vu va dic diém tinh cach, trong do6 thang do dac diém tinh cach cua cac
nha nghién ctru nudc ngoai da duogc thich tng & Viét nam, kiém tra xem tinh
hiéu lyc cta ching khi do luong trén khach thé nghién ctru. Cac thang do tac
gia luan an xdy dung dya trén tham khdo mot sd chi bao ciia cic nghién ciru
trudc do va thdo luan vt cac chuyén gia trong linh vee Tam 1y hoc. Khao sat

thir 250 khach thé, kiém dinh d6 tin cdy va tinh hiéu lyc ctia bang hoi.

84



3.2.2.3. Céch thirc/phirong phap tién hanh

Nghién ctru tai lidu vé cac cong cu danh gia hai 1ong ctia khach hang
vé dich vu NHDPT. Lam viéc, thao luin véi can bd hudng dan khoa hoc, giang
vién, can bd c¢6 kinh nghiém nghién ctru vé van dé nay. Khao sat thir khach
thé nghién ciru.
Thoi gian tién hanh: 2/2020 — 5/2020

3.2.3. Giai doan diéu tra chinh thirc

3.2.3.1. Muc dich

Khao sat bang bang hoi sau khi di chinh sira nham dénh gia thyc trang
muc do va biéu hién sy hai long v61 dich vu NHDT cua khach hang cé
nhan, cac yéu td anh hudéng dén thuc trang nay, dé xuit mot sb bién phap
nang cao sy hai long cua khach hang ca nhan vé dich vu NHDT.

3.2.3.2. Noi dung

Tién hanh khao sat bang bang hoi nham danh gia thyc trang mirc d6 va
biéu hién sy hai 1ong cua khach hang ca nhan vé dich vu NHDT, céc yéu t6
anh huong dén thuc trang nay.

3.2.3.3. Céch thirc/phirong phap tién hanh

Khao sat bang bang hoi trén 754 khach thé & Ha noi, thanh phd Ho chi
Minh, tinh Quang Ninh va tinh Khanh Hoa. Phong van sau 3 can bd lanh dao
va 15 khach hang st dung dich vu NHDPT nham bd sung cho thong tin thu
dugc tir didu tra bang bang hoi. Trén co s¢ két qua nghién ciru dé xuat mot so
bién phap nang cao sy hai long véi dich vu NHDT cua khach hang ¢4 nhan.
Thoi gian tién hanh: 6/2020 — 3/2021.

3.2.4. Giai doan xuv ly dir liéu va viét bdo cdo

3.2.4.1. Muc dich

Hoan thién luin an dé bao vé ¢ hoi dong danh gia luan an cac cap.

3.2.4.2. Noi dung
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Viét hoan thién cac chuong va cac phan theo cau tric ludn an tién si.
Bao v¢ luan an tai cac HO1 déng danh gia luan an cac cép.

3.2.4.3. Céch thirc/phrong phdp tién hanh

Viét ban thao lun an, viét 3 bai bao tir két qua nghién ctru cta luan an
dang trén tap chi khoa hoc chuyén nganh trong nudc va qubc té, lay ¥ kién
gop ¥ cua can b hudng dan khoa hoc, Hoi dong tu van luan an cap bo mén.
Trén co s& d6 chinh sira, viét hoan thién luan an.

Thoi gian tién hanh: 4/2021 — 12/2021

3.3. Cac phwong phap nghién ctru

3.3.1. Phwong phap nghién ciru tai liéu

3.3.1.1. Muc dich

X4y dung khung co s& 1y luan cta dé tai nghién ciru, xac dinh phuong
phap luan nghién ctru va dinh hudng cu thé noi dung nghién citru, tién trinh,
cac phuong phap nghién ctru va phan tich két qua nghién ciru.

3.3.1.2. Noi dung

- Tbng quan cac nghién ctru trén thé gidi va Viét Nam vé sy hai long
vo1 dich vu NHDT cta khach hang cé nhan.

- Xac dinh cac khai niém cong cu va cac khai niém lién quan dén dé tai
nhu: khai niém sy hai long, khach hang ca nhén, dich vy, NHDT, biéu hién
cua su hai long véi dich vu NHDT cua khach hang cé nhan va céc yéu td anh
hudng dén sy hai 10ng ctia khach hang ca nhan vé dich vu NHDT.

3.3.1.3. Cac buoc thuc hién

- Suu tam va doc tai lidu trong nudc va nudc ngoai cé lién quan dén
van dé nghién ctru cta luan an. Tur khoa sir dung khi tim kiém tai liéu 1a hai
long cuia khach hang, ngan hang dién tir, chat luong dich vu, nhan thuc cua
khach hang, nhéan thirc vé chat lugng dich vy, cam xuc, long trung thanh, ¥

dinh st dung dich vu, customer satisfaction, customer perception, internet
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banking, e-banking, perceived quality, emotions, customer loyalty, consumer
behavioural intentions ...

- Phén tich, tong hop, hé théng hoa va khai quat hoa cac tai liéu trong
nudc va nudc ngoai co lién quan dén van dé su hai long v6i1 dich vu NHDT
cua khach hang ca nhan.

- Xéc dinh ndi dung nghién ctru thuc tién: Dua trén két qua nghién ctru
va tong hop tir cac nghién ciru trong nudc va nudc ngodi, cac quan diém 1y
thuyét chung trén thé gi¢i dé cap dén su hai long véi dich vu NHDT cua
khach hang ca nhan dé lwa chon cac yéu td phu hop véi nghién ctru thuc tién.

3.3.2. Phwong phdp diéu tra bang bing héi

3.3.2.1. Muc dich

Phat hién thuc trang marc do va biéu hién sy hai long cua khach hang ca
nhan vé dich vu NHDT. Panh gia mirc d6 anh huong cua cac yéu té dén thuc
trang su hai long cua khach hang.

3.3.2.2. Noi dung

- Khao sat thyc trang mac do va biéu hién su hai long cua khach hang
c4 nhan vé dich vu NHDT.

- Khao sat thuc trang ctia cic yéu té anh huong dén sy hai long cia
khach hang ca nhan vé dich vu NHPT .

3.3.2.3. Cac buorc thuc hién
Budc 1: Thiét ké bang héi

X4y dung bang cau hoi dua trén co s phan tich va tong hop cac cong
cu nghién ctru vé su hai long vo1 dich vu NHDT cua khach hang, dac diém
nhan cach cia cic tac gia nudc ngoai da dugc thich Gmg ¢ Viét nam va lay ¥
kién cua cac nha chuyén gia tam ly hoc Viét Nam, can bd 1anh dao lam viéc &

ngan hang vé dich vu NHPT. Sau khi thao luin cung nhau dé dat duogc su
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thdng nhat, tac gia luan an tién hanh khao sat thir. Noi dung bang hoi gom 4
phan, cu thé nhu sau:
- Phan 1: Po luong su hai 1ong v6i dich vu NHDT ctia khach hang cac nhan.

Viéc do luong su hai long véi dich vu NHPT dugc thuc hién thong qua
cau hoi sd 8 va s6 10 nhim do nhan thuc cua khach hang vé dich vu NHPT
va cam xuc tich cuc ctuia khach hang vé dich vu NHDT.

1) Thang do nhan thirc cua khéach hang vé dich vu NHDT

C6 nhiéu nghién ctru dua trén E-SERVQUAL da duoc diéu chinh dé
danh gia chét lugng dich vu dién tor cho phu hgp véi nghién ctu thuc té,
chéng han, tinh an toan va tin cdy (Chen, Hsiao, Hwang, 2012); tinh dé su
dung (Yoon, C., 2010), tinh thuan tién (Liao, Cheung, 2008); tinh hd tro
(Roche, 2014); gia ca dich vu (Nguyén Hong Quan, 2019; Phan Quang Viét,
2020) ... Thang do E-SERVQUAL la thang do dugc st dung rong rai nhét
trong linh vuc NHDT, bé1 no dé cap dén nhiéu khia canh trong qua trinh dich
vy, bao ham toan b trai nghiém khach hang khi mua. Khong nhitng vay, E-
SERQUAL con dugc danh gia co kha ning giai thich twong d6i tot sy hai
long cua khach hang (Ting va cOng su, 2016). Vi vay, nghién cliu nay su
dung thang do E-SERVQUAL d3 duoc diéu chinh dua vao tinh hinh nghién
cuu thuc té tai Viét Nam dé xem xét mbi quan h¢ gitra nhan thirc vé chét
luong dich vu NHDT va su hai long cua khach hang ¢ Viét Nam.

Tac gid luan an lya chon 3 trong 7 yéu t6 trong thang do E-
SERVQUAL di duogc diéu chinh mét s6 tén goi dya vao tinh hinh nghién ctru
thuc té tai Viét Nam, bd sung thém 2 yéu td tinh thuan tién va gia ca dich vu
dé do luong cho nhan thire vé dich vu NHDT, béi vi hai yéu td nay co sy lién
quan chdt ché véi dich vu ngan hang dién tir tai Viét Nam. Nhu vay, thang do

nhan thtc cua khach hang vé dich vu NHPT duoc xay dung véi 26 items,
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dugc danh gia theo 5 dac tinh cua dich vu NHDT bao gém: tinh thuan tién,
tinh an toan va tin cy, tinh dé sir dung, tinh ho tro, gia ca dich vu.

Céc items trong cac thang do nhan thirc caa khach hang vé dich vu
NHBT dugc thiét ké dang thang do Likert v6i voi 5 mic do tir “Hoan toan
khong dong ¥ dén “Hoan toan déng ¥’ cho twong Gmg voi diém tir 1 dén 5.

2) Thang do cam xtc ctia khach hang vé dich vu NHDT

Thang do cam xuc tich cuc vé dich vu NHDT cta khach hang dugc xay
dung dua trén thang do Hi¢u img vong tron cdm xuc (Modified Circumplex
Effect scale) ciia Russell (1980). Pay 1a thang do duoc sir dung phd bién
trong nghién cuu sy hai long cua khach hang. Theo tac gid, cdc cam xuc co
lién quan véi nhau theo kiéu hé théng dugc mé ta boi mot vong tron. Khach
hang tham gia phong van dugc yéu cau nhd lai cac sy kién da trai qua véi
dich vu NHPT va cic cam xtc twong ung. Yéu cau khach hang chi ra cam
xuc d6 trong s6 28 thuat ngit cam xuc (14 cip thuat ngir ddi xing) duoc
Russell st dung (vi du: d& chiu / kho chiu; théa mén / khong thoa man; an
toan / lo so; tinh thin nhe nhdm / budn; vui mung / chan nan...). Mot s6 thuat
ngir cam xuc duoc chinh stra theo nghién ctru vé cam xtc ctia khach hang cua
Liljander va Strandvik (1997) cho phu hgp v6i1 str dung dich vu NHDT (vi du:
thu thai -> nhe nhdm; phan khich -> hing thi).

Sau khi phong van 15 khach hang két qua thu dugc 12 cam xac (9 cam
xuc tich cuc va 3 cam xuc tiéu cuc) (Xem thém Phuy luc 2 vé cau hoi phong
van vé cam xuc). Cac cam xuc tiéu cuc dugce loai bd vi ludn an nghién ctru
thanh t6 cam xtc tich cuc cta sy hai long. Cac cam xuc tich cyc dugc dua
vao phiéu diéu tra bao gém: thoai mai, hung th1, dé& chiu, an tdm, an toan, vui
mung, thil vi, nhe nhom, thod man. T4c gid luan an da xay dung thang do c6
26 items v61 9 cam xuc tich cuc néu trén, theo 5 dac tinh cua dich vu NHDT

trong dong vai cdu tric cua thang do nhan thire vé dich vu NHDT. Dé danh
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gia mirc d0 cam xuc, cac items dugc thiét ké dang thang do Likert véi 5 diém
(Khéng biéu hién: 1 diém; Hau nhu khong biéu hién: 2 diém; Poi khi biéu hién: 3

diém; Bi€u hién kha thuong xuyén: 4 diém; Biéu hi¢n rat thuong xuyén: 5 di€ém)

duogc str dung boi Russell (1980) va Liljander va Strandvik (1997).

o
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Hinh 3.1. M6 hinh cam xtc ctua Russel (1980)

- Phan 2: Po luong ¥ dinh tiép tuc st dung dich vu NHDT, cau 11.

Thang do ¥ dinh tiép tuc st dung dich vu NHDT: duoc xay dung dua
trén thang do ciia Melinda M. (2017), bao gém 4 biéu hién:

- Tiép tuc tieu dung dich vu NHDT

- Str dung dich vu NHPT nhiéu hon

- St dung dich vu NHDPT & ngan hang da c6 mbi quan hé

- G161 thi¢u ban be, nguoi than sir dung dich vu NHDT

Céc items trong cac thang do ¥ dinh tiép tuc sir dung dich vu NHPT
duogc thiét ké dang thang do Likert v6i v6i 5 muc d6 tir “Hoan toan khong

d6ng y”” dén “Hoan toan dong ¥ cho twong tmg v&i diém tir 1 dén 5.
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- Phan 3: Po luong cac yéu td anh hudng t6i su hai long cta khach hang, gdm
4 cau, trong do:

- Kinh nghiém st dung dich vuy: cau 2 va 3

- Phuong thure st dung dich vu: cau 5

- Gap 16i dich vu: cau 9

- Dic diém tinh cach: cau 12

Thang do dic diém tinh cach: Tac gia luan an st dung thang do Big
Five Inventory 15 items (BFI — S) cua Lang va dong nghiép (2011). Két qua
khao sat bang thang Big Five Inventory 15 items (BFI — S) cua Lang va dong
nghiép (2011), phién ban tiéng Viét, trén 344 ngudi tir 25 dén 40 tudi (194 nit,
150 nam) con lai 11 items. Thang rut gon c6 thé str dung trong nhiing khao sat
vé tinh cach ca nhan & nguol Viét Nam (Truong Thi Khanh Ha, Tran Ha Thu,
2017). Thang do ¢6 11 items tinh cach, bao gdm: Tinh c&i mé voi trai nghiém
(Openness to experience), Tinh d& mén (Agreeableness), Tinh nhidu tim
(Neuroticism), Tinh hudéng ngoai (Extraversion), Tinh tan tam
(Conscientiousness). Cac items dugc thiét ké dang thang do Likert c6 5
phuong 4n tir “Hoan toan khong gidng t6i” dén “Hoan toan gidng toi” twong
g v6i diém tir 1 dén 5.
- Phan 4: Tim hiéu thong tin mdt s6 bién nhan khau, cau 15, nhu tudi, gioi
tinh, noi séng, trinh do hoc van, thu nhap, nghé nghiép...
Budce 2: Khao sat thir

Vi muc dich kiém tra tinh hiéu luc, d6 tin cay cua toan bd bang hoéi va
clia ting cdu hoi trude khi khao sat chinh thirc, tac gia luan an d tién khao st
thir trén 250 khach hang dang st dung dich vu NHDT. Thong tin thu thap
dugc xir 1y trén phan mém SPSS 25.0.

Pé kiém tra do tin cdy cua cac bién quan sat va loai bo cac item khong phu
hop, 4p dung cho tt ca cac thang do, tac gia luan an sir dung phuong phap danh
gia do tin cay thong qua hé sé Cronbach’s Alpha. Két qua do luong cho thay hé s6
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twong quan tong bién ciia timg item 1a pht hop (> 0.3), hé s6 Cronbach's Alpha
néu loai bién ctia timg item 1a dat yéu cau. Hé sb Cronbach’s alpha cho ting thang
do 16n hon 0,6 13 dugc chip nhan (Santos, 1999).

Phén tich cac nhan t6 kham pha (EFA) chi st dung cho thang do nhan
thirc va cam xtc vé dich vu NHDT. Gia tri hé s tai nhan t6 (Factor loading)
tiéu chuan duoc st dung trong phan tich 1a 0,5, phép trich Principal Axis
Factoring, phép quay Promax. Pé dam bao yéu cau vé gia tri hoi ty va gia tri
phan biét cta cac nhan td, cac item duoc loai bo 1a item khong thudc nhoém
nao hodc nam trong 2 nhom nhan td tré 1én c6 chénh 1éch hé sb tai nho hon
0,5, ngoai ra loai thém cac items bi chuyén sang nhém khac. Thang do nhan
thire vé& dich vu NHDT (cau 8) va cam xuc vé dich vu NHDT (cau 10) duge
kiém dinh thong qua 3 budc: bude 1 - kiém dinh do tin ciy cta thang do
thong qua hé sé Cronbach’s Alpha, budc 2 - phén tich nhan t kham pha EFA
dé loai b6t bién khong phu hop, bude 3 - kiém dinh lai hé sé Cronbach’s
Alpha cho toan bd thang do.

Két qua xtr 1y dit liéu duogc trinh bay tai Phu luc 1 — phan 1.

- Thang do nhan thtc vé dich vu NHDT (cau 8):

Budc 1: Hé sb twong quan bién tong cua timg bién quan sat, hé sd
Cronbach's Alpha cua ting nhan t6 va toan bg thang do 1a dat yéu cau dé tién
hanh budc 2.

Budc 2: Phan tich cac nhan t6 khdam pha (EFA) duoc tién hanh véi 26
bién quan sat ciia 5 nhan tb gém tinh thuan tién, tinh an toan tin cdy, tinh hd
trg, tinh d& str dung va tinh kinh té. 3 item bi loai 1a NT6, NT12, NT16. Két
qua phép xoay nhéan té EFA cho thiy cac hé sé déu thoa man yéu cau (cac gia
tri hé sd tai nhan té déu 16n hon 0,5) va 23 item dugc phin bd vao 5 nhom

nhan tb riéng bi€t, giai thich dugc 67,5% su bién thién cua dix liéu.
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Budc 3: Khi kiém dinh lai, hé s Cronbach's Alpha cua toan bd thang
do 1a 0.905, dg tin cay cua cac item tur 0,9 dén 0,904. Hé sb tuong quan téng
bién cta cac item tir 0.38 dén 0.68. Thang do dat yéu cau vé do tin cay.

- Thang do cam xtc vé dich vu NHDT (cau 10)

Budc 1: Hé sb tuong quan bién tong cua timg bién quan sat, hé sb
Cronbach's Alpha ctia 26 item va thang do 1a dat yéu cau dé tién hanh budc 2.

Budc 2: 6 item bj loai 1a CX5, CX6, CX10, CX11, CX13, CX26. Két
qua phép xoay nhan t6 EFA cho thiy duoc cic hé s6 déu thoa mén yéu cau
(cac gid tri hé s6 tai nhan t6 déu 16n hon 0,5) va 20 item duoc phan bd vao 5
nhém nhan to riéng bi¢t, giai thich dugc 70,77% su bién thién cua dit liéu.

Budc 3: Khi kiém dinh lai, hé s Cronbach's Alpha cua toan bd thang
do 1a 0.898, do tin cady cua cac item tur 0,888 dén 0,897. Hé sb tuong quan
téng bién cua cac item tir 0.40 dén 0.69. Thang do dat yéu cau vé do tin cdy.

- Thang do y dinh tiép tuc st dung dich vu NHDT (cau 11): B§ tin cay
ctia cac items (cdu 11) tir 0,607 dén 0,684. Hé sd twong quan tong bién cua
cac item tir 0.692 dén 0.735. DO tin cay nhom y dinh tiép tuc st dung dich vu
NHDT la 0,846.

Budc 3: Khdo sdt chinh thiec

- Noi dung bang hoi phiéu khao sat chinh thirc gdbm 6 phan (xem phu
luc 4 vé phiéu khao st y kién):

Phan 1: Sy hai 1ong biéu hién & nhan thtc vé dich vu NHDT (cau 8)
gdm 23 items:

+ Chi bao lién quan dén biéu hién nhén thirc vé tinh thuan tién cua dich
vu gdm 5 items.

+ Chi béo lién quan dén biéu hién nhén thirc vé tinh an toan, tin ciy cla
dich vu gém 5 items.

+ Chi béo lién quan dén biéu hién nhan thtc vé tinh hd tro sir dung dich

vu gom 3 items.
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+ Chi bao lién quan dén biéu hién nhan thic vé tinh dé dang sir dung
dich vu gém 5 items.

+ Chi bao lién quan dén biéu hién nhan thirc vé gia ca dich vu gdm 5 items.

Phan 2: Sy hai 10ng biéu hién & cam xtc tich cyc vé dich vu NHPT
(cau 10) gém 20 items:

+ Chi bao lién quan dén biéu hién cam xuc tich cyuc vé tinh thuan tién
cua dich vu gém 4 items.

+ Chi bao lién quan dén biéu hién cam xuc tich cuc vé tinh an toan, tin
cay cua dich vu gém 3 items.

+ Chi béo lién quan dén biéu hién cam xtc tich cyc vé tinh hd trg st
dung dich vu gém 4 items.

+ Chi bao lién quan dén biéu hién cam xuc tich cyc vé tinh dé dang st
dung dich vu gém 5 items.

+ Chi bdo lién quan dén biéu hién cam xuc tich cuc vé gia ca dich vu
gdm 4 items.

Phén 3- Biéu hién ¥ dinh tiép tuc sir dung dich vu NHDT (ciu 12) gbm
4 items.

Phin 4: Nhitng yéu t6 anh huong dén sy hai 1ong véi dich vu NHPT
cua khach hang

- Nhom chi bao cac hanh dong sir dung dich vu NHDT

+ Chi bao lién quan dén biéu hién st dung dich vu (cau 1)

+ Chi bao lién quan dén biéu hién kinh nghiém sir dung dich vu (cau 2)
(kinh nghiém st dung cac dich vu ngan hang dién tir theo sd lwong thang,
nim) va sb lan st dung cac dich vu ngan hang dién tir va (cau 3) (sb lan/
ngdy, tuan, thang)

+ Chi béo lién quan dén biéu hién lva chon ngin hang cung cip dich vu
ngan hang dién tir (cau 4) (Agribank, Vietinbank, BIDV, Vietcombank, ACB,
Sacombank, Eximbank, Techcombank, ngan hang khac)
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+ Chi bao lién quan dén biéu hién cua phuong thic st dung dich vu
ngan hang dién to (cau 5) (Internet Banking, Mobile Banking, cac loai thé
ngan hang, phuong thirc khac).

+ Chi bao lién quan dén biéu hién cua truyén thong vé dich vu ngan
hang dién tir (cau 6) (Tivi, bdo, Pai, Internet; Bang ron quang cdo; Nhan vién
ngan hang; To roi quang c4o cua ngan hang; Ban be, nguoi than)

+ Chi bao lién quan dén biéu hién sir dung céc loai dich vu ngan hang
dién tir (cau 7) (Kiém tra tai khoan ca nhan, sao ké sd du; Thanh toan hoa
don; Chuyén tién; Dich vu ngan hang dién tir khéc)

+ Chi bao lién quan dén biéu hién hiéu luc ctia hé théng k¥ thuat cung
cép dich vu ctuia ngan hang nhu nhiing van dé gap phai khi st dung dich vu
ngan hang dién tir (cau 5) (khong gip van dé gi; Ldi khi truy cdp vao tai
khoan ctia minh: cho doi ldu hodac khong truy cdp dwoc vao tai khoan ...;
Khong chuyén duoc tién/thanh toan: 4¢é théng bi “treo” hodc mdt két noi ...
S6 du/thong tin giao dich trén tai khoan ngan hang dién tir ciia ban than khach
hang bi sai; Van dé vé phi dich vu: sai phi, phi méi chwa dwoc cdp nhdt ...;
Cac 16i khac).

- Nhém chi bao ddc diém tinh cach cua cua khach hang, cu 12, gém 11
items:

+ Chi b4o lién quan dén biéu hién tinh sin sang trai nghiém gdm 3 items

+ Chi bao lién quan dén biéu hién tinh d& mén gdom 2 items

+ Chi bao lién quan dén biéu hién tinh nhidu tim gdm 2 items

+ Chi bao lién quan dén biéu hién tinh huéng ngoai gdm 2 items

+ Chi béo lién quan dén biéu hién tinh tan tim gém 2 items

Phén 5: D& nghi cua khach hang vé dich vu NHPT (cau 13).

Phéan 6: Mot $6 thong tin vé ban than khach hang nhu: gidi tinh, tudi,
trinh do hoc van, nghé nghiép, thu nhap, khu vuc sinh séng.

- Khéch thé khao sat: 754 khach hang dang st dung dich vu NHDPT.
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- Céch tién hanh diéu tra

+ Bang hoi dugce phat td1 cdc khach hang cia cidc ngin hang thuong
mai dang st dung dich vu NHDT.

+ Phat phiéu khao sat ¥ kién cho ting khach thé & cac khu phd, trudong
hoc, thi xa/ tinh dang st dung dich vu NHDT.

+ Thu phiéu va xur 1y két qua diéu tra.

- Cach xir 1y s6 liéu diéu tra

S liéu thu thap duoc xu 1y trén phan mém SPSS 25.0. Cac thong sd va
phép toan thong ké duge sir dung trong nghién ctru 14 phan tich mé ta va phan
tich suy luan.

- Kiém dinh phan phdi chuan

Luan 4n st dung cach xem xét cac chi sb kiém dinh phan phdi chuan dé
kiém dinh phan phdi chuan cua cac bién Hai long, Cam xuc tich cyc, Nhan
thirc va Y dinh tiép tuc tiéu dung dich vu.

Bang 3.2. Kiém dinh phan phdi chuan cua cac bién Hai long, Cam xtc tich

cuc, Nhan thirc va Y dinh tiép tuc tiéu dung dich vu.

Céc chi sb kiém dinh phan phéi chuan
Sue hai 10:5;1@" }Zflén ;
, X Sw hai long | long trén g Y dinh tiep tuc
Chi so .. \ A binh , ;
noi chung binh dién A sw dung dich vu
J , | dién cam
nhan thure ,
xuc
Trung binh 4,152 4,139 4,165 4,171
Trung vi 4,158 4,136 4,167 4,180
Skewness -0,580 -0,506 -0,573 -0,635
Kurtosis 1,355 1,059 1,217 1,822

Két qua cho thay, cac bién nay déu co gia tri trung binh va trung vi gan

bang nhau, d xién (Skewness) trong khoang -1 dén 1, gi4 tri Kurtosis trong

96



khoang tir -3 dén 3. Diéu ndy cho thay cac bién Hai long, Cam xuc tich cuc,
Nhén thtrc va Y dinh tiép tuc tiéu dung dich vu c6 phan phdi chuén.

3.3.2.4. Thang danh gid

Su hai long v6i dich vu NHDT cua khach hang dugc tinh theo thang
diém tir 1 dén 5, trong d6 1 1a muc do biéu hién thap nhat va 5 1a muc d6 biéu
hién cao nhit.

Tac gia luan 4an 4p dung cach danh gia theo diém trung binh truyén
thdng bang cach xac dinh chénh léch gitra cac mirc d6 cua thang do Likert 5
diém, pham vi duoc tinh bang (5 - 1 =4) sau d6 chia cho 5 vi n6 14 gia tri 16n nhat
ctia thang do (4 + 5 =0,80). S6 1 14 gia tri nho nhat trong thang duoc thém vao dé
xac dinh gia tri 16n nhat ctia khoang 1 cua thang do nay. Cac mirc d ctia thang do
duoc xac dinh tir diém trung binh cua céc cau tra 101 nhu sau:

Mutc 1: Tir 1 ¢én 1,80  Hai long & muc do rat thap

Mirc 2: Tir 1,81 dén 2,60 Hai long & mirc do thap

Mic 3: T 2,61 dén 3,40 Hai long & mirc do trung binh

Mirc 4: Tir 3,41 dén 4,20 Hai long & mic do kha

Mirc 5: Tir 4,21 dén 5,00 Hai long & mirc do cao

> Cach tinh diém sd trong bang hoi

Pé danh gia chung vé thyc trang su hai long v6i dich vu NHPT cua
khach hang va cac yéu t6 anh huong, tic gia luan 4n dua vao diém trung binh
clia tirg mit biéu hién va diém trung binh ctia timg nhoém biéu hién.

Bang 3.3. Cdach tinh muc do hai long voi dich vu NHDT cua khach hang ca nhdn

Mike d6 hai long veé bang

_ DTB (DTB nhan thtic vé tinh thuan tién, DTB
Tinh thuan tién . _
cam xuc vé tinh thuan ti¢n)

_ DTB (DTB nhén thirc vé tinh an toan va tin
Tinh an toan va tin cay . .
cay, DPTB cam xtic vé tinh an toan va tin cay)
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N DTB (PTB nhan thac vé tinh hd tro, DPTB cam
Tinh ho tro . N
xuc vé tinh ho trg)

DTB (PTB nhén thtc vé tinh dé sir dung, DTB

Tinh dé st dung . ~
cam xuc ve tinh dé st dung)

DTB (PTB nhan thuc vé gia ca, PTB cam xtc

Gia ca L
veé gia ca)

Murc d6 hai long chung | PTB (Mtc d6 hai long vé timg dic tinh)

» Tiéu chi danh gia: Panh gid mic d6 hai long voi dich vu NHDT cua
khéach hang thanh 5 mtrc d§ nhu sau:

- Mtic d6 1- Rat thap: O murc d6 nay, khach hang dénh gia rat thip chat
luong, tinh hop 1y cta gia ca dich vu NHDT, khong ¢ biéu hién cam xtc tich
cuc vé dich vu NHDT, su hai long cua khach hang & muc do rat théip.

- Mitic d6 2 -Thap: O muc d6 nay khach hang danh gia thap chit lugng,
tinh hop 1y cta gia ca dich vu NHDT, hau nhu khong c6 biéu hién cam xuc
tich cuc vé dich vu NHDT, su hai long cua khach hang & muc do théip.

- Mitc d6 3 - Trung binh: O muc d6 nay khach hang danh gia trung binh vé
chét luong, tinh hop 1y cua gia c4 dich vy, doi khi co biéu hién cam xtc tich cuc
vé dich vu NHDT, su hai long cta khach hang & mirc do trung binh.

- Mirc d6 4 - Kha: O muic d6 nay khach hang dénh gia & muc d6 kha vé
chit Iugng, tinh hop 1y cia gia ca dich vu NHPT, ¢ biéu hién cam xuc tich cuc
vé dich vu NHPT thudng xuyén, sy hai long cta khach hang & muic d6 kha.

- Mitc d6 5 - Cao: O mirc do nay khach hang danh gia cao vé chét
luong, tinh hop 1y cua giad ca dich vy, co biéu hién cam xuc tich cuc vé dich
vu NHDT rit thuong xuyén, su hai long cua khach hang & muce do cao.

3.3.3. Phwong phap phong vén sdu

3.3.3.1. Phirong phdp phéng van danh cho khdch hang

a. Muc dich
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Thu thap thong tin dinh tinh vé thuc trang sy hai long véi dich vu
NHDT cuiia khach hang théng qua 151 néi danh gia vé chat luong, gia ca dich
vu NHDT, biéu hién cam xtc vé st dung dich vu NHDT va mdt s6 yéu td anh
hudng to1 sy hai long cua khach hang.

b. NO1 dung

- Tap trung ling nghe 1i n6i danh gia vé chét luong, gia ca dich vu
NHDT, biéu hién cam xtc vé su dung dich vu NHDT va mot $6 yéu td anh
hudng to1 sy hai long cua khach hang.

- Ghi chép 15i néi cta timg khach hang véi ngudi phong van vé cac ndi
dung phong van.

c. Khéch thé

- 25 khéch hang dang str dung dich vu NHDT

d. C4ch tién hanh

- Budc 1: Chuan bj

+ Chuan bi chi1 d& cho budi phong van

+ Chuén bi ndi dung cu thé lién quan dén sy hai long cua khach hang, bao
gdm danh gia ctia khach hang vé chat luong, gia ca dich vu NHPT, biéu hién cam
xuc vé st dung dich vu NHDT (xem phu luc 3 vé cau hoi phong van sau).

+ Hen thoi gian véi khach hang.

+ Thong bao cho khach hang chu dé va mot s6 noi dung cu thé bang
hinh thttc in ra gidy dé ho cha dong chuan bi tham gia phong van.

- Budc 2: Quan sat va ghi chep

+ Trong budi phong van, tac gia luan an ling nghe cac ¥ kién danh gia
vé chét luong, gia ca dich vu NHDT va quan sat cac biéu hién cam xuc vé st

dung dich vu NHDT cua khéach hang.
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+ Téc gia luan an co6 st dung Bién ban ghi chép thong tin thu thap dugc
dé bd sung thong tin dinh tinh vé danh gia thyc trang sy hai long vai dich vy
NHDT cua khéach hang.

e. Nguyén tic

Pam bao khong khi coi md, tu nhién khi phong van, ghi chép khong
anh huong dén tam 1y cta cta khach hang.

3.3.3.2. Phirong phdp phéng vin danh cho can bé lanh dao ngdn hang

a. Muc dich

Thu thap thong tin dinh tinh ve thuce trang dich vu NHDT cua cac ngan hang,
khach hang str dung dich vu NHDT, cac yéu td anh huong dén thuc trang nay.

b. NO1 dung

- Thyc trang hoat dong dich vu NHDT.

- Thyc trang khach hang str dung dich vu NHDT.

- Céc yéu t6 anh huong dén thuc trang khach hang st dung dich vu

NHDT.

c. Khéch thé

- 3 lanh dao cua ngan hang Vietcombank, BIDV, Techcombank c6 it
nhét 2 nam kinh nghiém lam viéc trong linh vyc dich vu NHDT.

d. Céch tién hanh

Trén co s& nhitng ndi dung phong van di dugc chuan bi, tac gia luan an
dat lich hen va tién hanh gap truc tiép tung cd nhan dé trao doi, thu thap thong
tin lién quan dén cac ciu hoi phong van.

e. Nguyén tic

Chuan bi mot cach ki ludng nham thu thap nhiing thong tin c6 lién
quan dén cha dé da xac dinh mot cach khach quan, c¢6 do tin cdy cao. Trong

qua trinh phong vén tic gia luan 4n tao bau khong khi than thién, gan giii thé
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hién su ton trong ngudi dugc phong van, ghi chép cau trd 161 mot cach ti mi
va khach quan.

3.3.4. Phwong phap phan tich chan dung tam ly dién hinh

3.3.4.1. Muc dich

Phan tich phéac hoa chan dung tam 1y cua 4 khach hang: Hai khach hang
¢ thi xa co su hai long véi dich vu NHDT ¢ muc do théip va hai khach hang &
thanh phd c6 sy hai 1ong voi dich vu NHPT ¢ muic d6 cao dé gdp phan khang
dinh co s& 1y ludn cua luan an va bod sung cho két qua nghién ctru thyc trang.

3.3.4.2. Noi dung

Phuong phap nay 1a su két hop ctia hai phuwong phap nghién ctru khac
nhu phuong phap diéu tra bang bang hoi, phong van sau. Tac gia luan an tap
trung phan tich sy hai long biéu hién & nhan thic va cam xuc tich cuc vé dich
vu NHDT, cac phuong thirc st dung dich vu NHDT, ¥ dinh tiép tuc st dung
dich vu NHDT, cac khuyén nghi cua ho dé nang cao su hai long cua khach
hang vé dich vu nay.

3.3.4.3. Két qua

Duya trén hai phuong phép diéu tra bang bang hoi, phong van sau, tac
gia luan an da chi ra nhiig diém giéng nhau va khac nhau giita 2 khach hang
& thanh phd va 2 khach hang & thi xa vé su hai 10ng biéu hién ¢ nhan thirc va
cam xuc tich cuc vé dich vu NHDT, y dinh tiép tuc st dung dich vu NHDPT,
cac yéu td anh huong dén thuc trang nay.

3.3.5. Phwong phdp xi¢ ly dit liéu bang théng ké todn hoc

Muc dich ctia phuong phéap phan tich thong tin nghién ciru nham xur 1y,
phan tich thong tin thu thap duogc tu diéu tra thyc té. Phan tich thong tin
nghién ctru bao gdm phén tich dinh tinh va phan tich dinh luong.

3.3.5.1. Phdn tich thong tin dinh tinh

Céc thong tin dugc 14y tir nhitg cau hoi mo, phuong phap phong van

va nghién ctru thyc nghiém dung dé minh hoa va hd trg cho viéc phan tich cac
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s6 liéu thu duoc tir diéu tra dinh lugng. Céac thong tin dugce phan loai véi tung
loai khach thé nghién ctru.

3.3.5.2. Phdn tich thong tin dinh luong

S lidu diéu tra dugc xtr 1y trén phdm mém SPSS phién ban 25.0. Cac
thong sd va phép thong ké dugc sir dung trong nghién ctru ndy cing véi y
nghia ctia né trong phan tich két qua duoc liét ké dudi day:

(1) Thu tuc lwa chon thong tin (select case): duoc st dung dé lya chon
thong tin thoa man céc diéu kién theo muc dich nghién ctu. Cuy thé, khi phan
tich thong tin theo cadc nhom khach thé nhu: gid1 tinh, tuéi, trinh do van hoa,
nghé nghi€p, thu nhip, kinh nghiém st dung dich vu ngan hang dién tr, khu
vuc sinh séng, tac gia luan an da st dung chirc nang lya chon thong tin nay dé
phan chia nhém khach thé theo timg ndi dung phan tich.

(2) Théng ké mo ta (tin sd, gia tri phan trim, diém trung binh, d6 léch
chuan) dung dé tinh tin suit xuat hién, ty 1é phan trim, diém trung binh va su
phan tan hay tap trung thong tin trong mdi mot ménh dé va ctia mdi thang do.

(3) Théng ké so sanh

- Phép so sanh Independent samples T- Test: dé so sanh tri trung binh
cua muc d§ cam xuc, danh gia chét lugng dich vu, sy hai long, long trung
thanh dé tim sy khac biét trong cam xuc, danh gia chat luong dich vy, su hai
1ong, ¥ dinh hanh vi tiéu dung ctia 2 nhém khach hang khac nhau (theo tudi,
noi séng, giodi tinh, trinh d6 van hoa, nghé nghiép, thu nhép, tinh trang hon
nhan, kinh nghiém str dung dich vu NHDT, ) phuong thirc st dung dich vu,
gap 161 dich vu).

- Phép so sanh phuong sai mot yéu t6 ANOVA: dé so sanh trj trung
binh cua mtrc d§ cam xlc, danh gia chét luong dich vy, sy hai long, long
trung thanh dé tim su khac biét trong cam xuc, danh gia chat luong dich vu,

sy hai 1ong, ¥ dinh hanh vi tiéu ding ctia nhiéu nhém khach hang khac nhau.
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(4) Phan tich tuong quan

- Phép Pearson: dé xac dinh mutrc do lién hé gitta cac thanh phan trong
cac nhom cam xuc, danh gia chét lugng dich vy, sy hai long, y dinh hanh vi
tiéu dung; mdi twong quan gitta cac yéu td anh huong dén sy hai long vé dich
vu NHDT.

(5) Phan tich hdi quy don bién va hdi quy tuyén tinh: Str dung phép
phan tich nay trong hai truong hop:

- Khi bién sy hai 10ng vé dich vu NHPT 1a bién phu thudc: Str dung hoi
quy tuyén tinh dé dy doan murc d6 thay d6i cua sy hai 10ng véi dich vu NHDT
ctia khach hang khi c¢6 sy tic dong cua cac yéu t6 thanh phan va cac yéu tb
anh huong. Cu thé, tac gia luan 4n xem xét cac yéu to: ddc diém tinh cach,
kinh nghiém st dung, sy da dang trong phuong thuc st dung dich vu va 16i
dich vuco kha nang du bao nhu thé nao dén sy hai long vé dich vu NHDT.
Néu c6 thi yéu td nao va mirc d6 du doan dén dau? Kha nang du doan cua cac
nhom yéu t6 khi két hop véi nhau 1 nhu thé nao?

- Khi bién su hai 1ong vé dich vu NHPT la bién doc lap: st dung hoi
quy tuyén tinh dé du doan muc d6 thay doi ctia ¥ dinh hanh vi tiéu dung.

3.4. Tiéu két chwong 3

Nghién ctru duogc td chuc thuc hién theo 4 giai doan: Tu xay dung co
s0 1y luan va phuong phap nghién ctru, thiét ké cong cu nghién ciru, thu thap
thong tin, dén viét hoan chinh ndi dung luan an. C6 250 khach hang tham gia
vao diéu tra tht, 3 can bo 1anh dao ngan hang, 25 khach hang tham gia vao
phong van va 754 khach hang tham gia vao diéu tra chinh thic. Tac gia luan
an da Iya chon hé théng cac phuong phap nghién ctru: phuong phap nghién
ctru tai lidu, phuong phap diéu tra bang bang hoi, phuong phap phong vin,
phuong phap phan tich chan dung tim 1y dién hinh, phuong phap phan tich
thong tin nghién ctru. Trong d6 phuong phap diéu tra bang bang hoi 1a

phuong phéap chu dao ctia dé tai. Cac phuong phap duoc xdy dung trén co s&
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quan diém 1y luan va myc dich nghién ctru cu thé. Cong cu nghién ctru trong
luan 4n d3 trai qua qua trinh lya chon, diéu tra thir, hoan thién bang hoi trudc
khi diéu tra chinh thtc. Do tin cay, d0 hi¢u luc cua cac thang do cling da dugc
kiém dinh nham dam bao tinh chinh xac va khoa hoc cia két qua nghién ctru
thuc tién. Co thé théy toan bg nghién ctru dugce thuc hién theo mot quy trinh
chit chg, logic va phu hop véi diéu kién nghién ctru. Xt 1i sd lidu diéu tra
bang phan mém théng ké danh cho céc linh vuc khoa hoc x4 hoi SPSS phién
ban 25.0.

Nhu vdy, viéc t6 chirc va phuong phap nghién ciru cua luan an da dat
duge muc dich dé ra. Pay 1a co so dé tac gia luan an phan tich thong tin thu
dugc tir cac phuong phap nghién ciru va dua ra dugc cac két luan vé thuc

trang su hai long v6i dich vu NHDT cua khach hang ca nhan.
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CHUONG 4
KET QUA NGHIEN CUU THUC TRANG SU HAI LONG VOI DICH VU
NGAN HANG DPIEN TU CUA KHACH HANG CA NHAN

Trong chuong nay, luan 4n tap trung lam rd cac van dé sau:
- Phéan tich thuc trang mac d0 hai long v61 dich vu NHDT cua khéach
hang.
- Phan tich anh hudng cua céac yéu td dén muc do hai long v6i1 dich vu
NHDT cua khéach hang.
- Phén tich anh hudng ctia mirc do hai long dén v dinh tiép tuc tiéu dung
dich vu NHDT cua khach hang
- Phan tich 4 chan dung tdm ly khach hang st dung dich vu NHDT.
4.1. Thuc trang su hai long véi dich vu ngan hang dién tir cua
khach hang ca nhan
4.1.1. Thuc trang sw hai long ciia khdch hang cd nhin vé dich vu
ngdn hang dién tir trén binh dién nhdn thirc
Két qua diém trung binh ctia sy hai long biéu hién ¢ nhan thirc chung
cua khach hang vé chat luong dich vu NHDT la 4,14 twong tng v61 mire do
kha hai long.
4.1.1.1. Sw hai long biéu hién ¢ nhdn thirc ciia khdch hang vé tinh
thudn tién cua dich vu ngdn hang dién tir
Bang 4.1. Mirc dj hai long biéu hién & nhén thire cia khdch hang vé tinh

thuan tién

TT | Céc yéu t6 dic trung DTB | DLC
| Viéc hoan tat mot giao dich duoc thyc hién nhanh 4,35 (0,73
chong
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2 | C6 nhiéu dich vu thanh toan dé lua chon 4,37 1 0,71
3 | C6 nhiéu hinh thtc chuyén tién dé lua chon 4,46 | 0,65
4 | Thoi gian st dung dich vu 24/ 7 4,33 | 0,80
5 | Mang luéi NHDT thuan tién dé st dung 4,26 | 0,86

Mirc d6 dénh gia vé tinh thun tién 4,36 | 0,58

Nhén thirc vé tinh thudn tién cta dich vu NHPT thé hién nhiing loi ich
ma khach hang nhan duogc khi sit dung dich vu nhu thuc hién nhanh chong,
moi noi, moi lic, nhiéu hinh thire dich vu. Sb liéu diéu tra cho théy, diém
trung binh chung ctiia mtrc d6 hai 1ong biéu hién ¢ nhan thirc vé tinh thuén tién
cta dich vu NHDT tuong tng véi danh gia ¢ mtc d6 cao (diém trung binh
chung > 4,20).

Khach hang danh gia vé 5 yéu t6 dic trung cia tinh thuan tién & mirc
d6 nhan thtrc tuong ddi ddng déu, tuy nhién, phuong tién dién tir c6 nhiéu
hinh thtrc chuyén tién dé lya chon duoc khach hang coi trong va danh gia cao
nhat, tiép dén 1a c6 nhiéu dich vu thanh toan dé lua chon, viéc hoan tat mot
giao dich dugc thuc hién nhanh chong, thoi gian st dung dich vu 24/7, mang
luo1 NHDT thuan tién dé sir dung. Su thuén tién nay rat hi¢u qua trong viéc
tiét kiém thoi gian va cong stc ctia khach hang trong qua trinh mua hang.
Khach hang c6 thé d& dang va linh hoat sir dung cac phuong thirc chuyén tién
khac nhau dé hoan thanh thanh toan truc tuyén.

Két qua nay hoan toan phu hop voi thuc té dich vu NHPT khi ma cac
phuong tién dién tr nhu: may ATM, POS, hé thdng ngan hang tu dong va cac
phan mém duoc cic ngdn hang trién khai ddu tw manh m&. Céac ¥ kién thu
dugc tir khach hang cho thiy, hau hét khach hang cam thdy ning suat va

thuan tién hon trong viéc thu va chi khi str dung dich vu ngan hang dién tir so
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v6i cac cong cu truyén thong, ho déu nhéan thy sy cung ung dich vu NHPT
nhanh hon rat nhiéu so véi giao dich & ngan hang trudc day. Khach hang c6
thé truy cap dich vu ca ngay 1an dém tur bt ¢t noi ndo c6 internet. Ho ¢ thé
truy cép tai khoan mdi ngay & bat ctr noi ddu, chuyén tién, nhan thanh toan
hoa don truc tuyén va truc tiép tai xudng sao ké va bio cdo giao dich thong
qua viéc sir dung trang web cuia ngan hang.

Theo ¥ kién cua da sb, khach hang dén ngin hang truyén thong cho
muc dich giao dich c6 thé mat tdi thiéu nira gid, tham chi c6 thé mat mot ngay
cho myc dich d6. Mot khach hang si dung dich vu NHDT co6 thé thuc hién
nhiéu giao dich mot cach chinh xac & nhiéu noi véi thoi gian 24 /7, ho tiét
kiém duogc chi phi di lai dén ngan hang, tiét kiém thoi gian di chuyén va giam
cing thang do phai xir Iy nhiéu viéc, chd doi giao dich.

Céac ¥ kién cua khach hang nhu “cé thé chuyén khoan t6i bdt cir noi
ddu (trong cing hé thong hay lién ngan hang) ma khéng can phai dén quay
giao dich” (nit, 26 tudi, Ha Noi1); “Nhiéu tién ich dwoc tich hop trong dich vu
nhw thanh toan tien dién thoai di dong, thanh todn tién dién, mua bdn truc
tuyén..., thuc hién cdc thao tac can khoang 5 - 10 phut dé thuwe hién” (nam, 30
tudi, Ha Noi). Nhu vay, két qua diéu tra nay khang dinh hién nay giao dich
cia NHDT d3 mang dén nhiéu thuan loi cho khach hang. Theo Anderson va
Sullivan (1993) nhiing khach hang hai long vé su thuan tién tiéu dung trong
mot khoang thoi gian ¢6 nhiéu kha ning s& khong chuyén sang cac thuong
hiéu khac. Két qua nay ciing tim thiy trong nghién ctru ctia mot sb tac gia nhu
Zavareh va cong su (2015); Sikdar. P, Kumar va Makkad (2015); Sadia
Khatoon, Xu Zhengliang va Hamid Hussain (2020); Van Dinh va Lee Pickler
(2012); Pham Long va Phan Dien Vy (2016); Tran Phi Hoang (2018) ...
4.1.1.2. Su hai long biéu hién & nhén thirc ciia khach hang vé tinh an toan va

tin cdy cua dich vu ngdn hang dién tu

107



Bang 4.2. Mitc d hai long biéu hién & nhdn thire ciia khdch hang vé tinh an

toan va tin cdy

TT | Cdc yéu t6 dic trung DTB | BLC
1 | Thong tin ca nhan dugc bao mat 4,16 | 0,82
2 | Thong tin vé b du tai khoan, giao dich dugc bao mat 4,19 | 0,78
3 | Thong tin c4 nhan khong bi NH st dung sai muc dich 4,11 | 0,83
Khong gap rui ro khi st dung dich vu chuyén tién qua

4 g gap ung di : y q 414 | 0.8
NHDT
Khoéng gap rui ro khi str dung dich vu thanh todn qua

5 g gap ung di : q 413 | 0.83
NHDT
Mirc d6 danh gia vé tinh an toan va tin cay 4,15 | 0,68

Piém trung binh chung cta muc d6 hai 1ong biéu hién ¢ nhan thic vé tinh
an toan va tin cdy twong ng voi danh gid ¢ mic d6 kha (PTB chung nim trong
khoéang tir 3,41 dén 4,20). Dich vu “Thong tin ve s6 du tai khoan, giao dich duogc
bao mat” dugc danh gid & mac do kha nhét (PTB =4,19) va sau cung la “Thong tin
ca nhan khong bi ngan hang str dung sai muc dich (DTB =4,11).

An toan dugc coi 13 mot yéu t6 quan trong dugc nguoi tiéu dung truc
tuyén coi trong. D6 1 cac van dé vé bao mat va quyén riéng tu dong mot vai
trd quan trong trong viéc tao niém tin trong cac giao dich truc tuyén. Vi mua
sam tryc tuyén thudng bao ham viéc thanh toan bang thé ghi ng hodc thé tin
dung, khach hang thuong chti y danh gia cac vin dé trang web dam bao thong
tin ca nhan cua khach hang va khong bi lam dung, va ho cam théy an toan vé
giao dich sau khi mua va st dung dich vu NHDT.

Tuy nhién, c6 sy rui ro an ninh mang dién tr va to1 pham cong nghé

cao trong bdi canh chat luong ha ting vé vién thong chua dong déu & Viét
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Nam. Theo sb liéu théng ké cua Hiép hoi An toan thong tin Viét Nam
(VNISA), nam 2019, cac t6 churc tin dung va ngan hang dat chi sd an toan
thong tin 13 57,5% thip so véi yéu cdu vé an toan thong tin mang dit ra
(Nguyén Thi Thai Hung, 2020). Gia mao thong tin ctia ngan hang dé danh lira,
liy cap thong tin khach hang, nhiéu vu lién quan dén mat tién trong thé ngin
hang do bi t0i pham mang tan cong dang dugc bdo chi phan anh, chinh thuc
trang nay khién khach hang c6 tam 1y e ngai sit dung dich vu NHDT va mot $6
khach hang d3 bi mat tién vi cac Iy do da néu trén. Két qua nghién ctru ndy tuong
dong v6i nghién ctru ctia mot s6 tac gia nhu Loke, Noor, Khalid (2012); Nochai
(2013); Van Dinh va Lee Pickler (2012); Pham Long va Phan Dien Vy, (2016);
Vu Minh Ngo va Pavelkova, D. (2017); Tran Phi Hoang (2018)

4.1.1.3. S hai long biéu hién & nhdn thirc ciia khdch hang vé tinh hé tro
cua dich vu ngan hang dién tir

Bang 4.3. Mirc dj hai long biéu hién & nhdn thirc ciia khdch hang vé tinh hé tro

TT | Cdc yéu t6 dic trung DTB | BLC

1 | Nhan vién ngan hang c61 mé va than thién 4,10 | 0,80
Nhén vién ngan hang giai dap thac mac mot cach rd rang,

2 © &8 © 4,11 | 0,75
chinh xac
Nhan vién ngan hang ho trg xtr Iy van dé cho tdi khi van

30 L 4,10 | 0,76
deé duoc giai quyeét
Murc d6 danh gia tinh ho trg 4,11 | 0,70

Sd liéu théng ké tuor khao sat thuc trang cho théy, cua muc d¢ hai long
biéu hién ¢ nhéan thic vé tinh hd tro twong tng voi danh gid & mic do kha
(PTB chung nam trong khoang tir 3,41 dén 4,20). Ba yéu té dic trung vé tinh
hd tro c6 gia tri trung binh vé nhan thirc duong nhu khong c6 su khac nhau,

cu thé l1a “Nhan vién ngan hang gidi ddp thac mac mot cach rd rang, chinh

109



xac” (PTB = 4,11); “Nhan vién ngan hang hd tro xir Iy van dé cho toi khi van
dé duoc giai quyét” (PTB = 4,10) va “Nhén vién ngan hang cdi md va than
thién” (BTB = 4,10). S6 liéu diéu tra cho thay, nhan vién ngan hang thé hién
su quan tim c6i md va than thién giai dap thic mac, thuc hién thoi gian phan
héi kip thoi dé bao vé quyén loi khach hang.

Tuy nhién, két qua danh gia vé tinh hd trg chua cao. Didu nay co thé
giai thich nhu sau: Trong NHDT céc tiéu chuan vé thong tin khach hang dugc
phuc vu mot cach chinh xac, gian tiép gén lién véi cong nghé dién tir. Khach
hang phai ty phuc vu, doi hoi ho hiéu biét vé hé théng NHDT, cong nghé
thong tin. Do d6, khach hang s& cam thdy kho khan trong viéc duyét mot
trang web va nhan thong tin. H3 trg khach hang ngoai viéc giai dap thic mac
con can giai quyét cac van dé sau tiéu dung nhu hoan tra kip thoi va hd trg
khiéu nai. Mot sd ¥ kién ctia khach hang cho biét “T6i ¢6 thic mdc vé viéc
chuyén tién ciia téi qua dich vu NHPT, t6i dén ngédn hang BIDV trinh bay van
dé thi nhan dwoc loi gidi thich ré rang va giip t6i xir Iy ding vin dé ciia
minh” (nam, 35 tudi, Quang Ninh), “nhdn vién tra loi chuyén nghiép vé thic
mdc ciia khdch hanh véi thdi @3 lich sie” (nit, 30 tudi, Ha Noi); “sé dién thoai
hé tro ciia Ngdn hang Agribank chuyén vé dich vu ngdn hang dién tir luén
trong tinh trang qud tai. Toi lién lac voi nhan vién téng dai dich vu phai cho
doi két noi kha lau” (nit, 26 tudi, Ha Noi); “Téi khong hiéu dwoc sw gidi thich
qua dién thoai cua nhan vién vé viéc thue hién giao dich thanh toan cua
minh” (ait, 55 tudi, Ha Noi).

Qua quan sat va phong van sau khach hang cho thiy, nhiéu khach
hang con c6 han ché trong kha ning str dung dich vu NHDT, khong quen véi
giao dich NHDT va thuong cam thay kho khan thuc hién theo huéng dan cua
nhan vién ngan hang. Ho khong thoa mén vé thong tin giai quyét van dé su

dung dich vu, ddc biét khi ho gdp rai ro vé van dé ca nhan lién quan dén giao
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dich NHDT. Thai d0 phuc vu khéac nhau, tinh chuyén nghiép ctia cdc nhan
vién ngan hang, sy dé dang vé thoi gian va cong strc danh cho viéc két nbi voi
ngan hang cling anh huong dén dénh gia cua khach hang vé k¥ niang hd tro.
Mot sd nghién ciru hién tai d chimg minh rang, hd tro khach hang lién quan
mat thiét dén su hai long va y dinh tiép tuc tiéu dung dich vu cua khach hang
nhu nghién clru cua Sadia Khatoon, Xu Zhengliang va Hamid Hussain
(2020); Vu Minh Ngo va Pavelkova, D. (2017); Van Dinh va Lee Pickler,
(2012); Nguyén Hong Quan. (2019).

4.1.1.4. Sy hai long biéu hién ¢ nhdn thirc ciia khdch hang vé tinh dé sir
dung cua dich vu ngdn hang dién tir

Bang 4.4. Murc do hai long biéu hién & nhan thire ciia khach hang tinh dé sir dung

TT | Cdc yéu t6 dic trung DTB | BLC
1 | Cothé sir dung dich vu NHDT qua nhiéu phuong tién 436 | 0,75
2 | Dé dang sur dung dich vu chuyén tién 4,40 | 0,69
3 | Dé dang st dung dich vu thanh toan hoa don 4,39 | 0,66
4 |Dé dang xem sb du sao ké qua NHDT 4,40 | 0,72
5 | Dé dang truy cap tai khoan NHDT 4,34 | 0,70

Mirc d6 danh gia tinh dé str dung 4,38 | 0,60

Nhin vao bang s6 liéu cho thiy, diém trung binh chung ciia mirc do hai
1ong biéu hién ¢ nhan thic vé tinh dé str dung dich vu ngan hang dién tir &
mirc d6 cao (PTB chung > 4,20). Khach hang danh gia cao nhat vé viéc “D8&
dang st dung dich vu chuyén tién” (PTB = 4,40) va sau cung 1a “D& dang
truy cap tai khoan NHDT” (DTB = 4,34). Theo mét sb tac gia néu khach hang
nhan théy dich vu NHDT dé st dung, ho can it nd lyc hon dé st dung n6 va

s& ¢6 nhiéu thoi gian cho cac hoat dong khac. Viéc dé dang truy cap vao hé
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thdng thong tin NHDT, tinh ngan gon, rd rang va dé doc ctia thong tin c¢6 thé
khuyén khich ho sir dung va danh gia t6t vé dich vu NHDT. Két qua nghién
ctru cho thdy, khach hang nhan thay d& st dung cac dich vu NHPT nhu thanh
toan hoa don tién dién, nudc, nap tién dién thoai, mua vé may bay, kiém tra
tai khoan, nhan thong bao bién dong s6 du tai khoan, rat tién, chuyén tién,
mua hang truc tuyén di dong. Thuc tién hoat dong on dinh cua hé théng ATM
va s6 lugng dong dao khach hang truy cap trang web hodc giao dich trén dién
thoai, may tinh ... c6 két ndi internet & nudc ta thoi gian qua ciing nhu hién
nay di cho thiy tinh dé sir dung cua hé thong nay.

Céc ¥ kién cua khach hang thu duogc tir phong van nhu “website ciia
ngdn hang Techcombank dé sir dung, théng tin phong phii” (nam, 22 tudi, Ha
Noi1), “ Toi su dung dich vu NHPT cua Vietcombank nhdn thcfy nhirng
phirong tién hwéng dan sir dung nhw trang Web, to roi, tin nhdn cé tir ngir ré
rang, dé hiéu giip khdch hang ndam bat dwoc nhitng théng tin thiét yéu, xem
théng tin tai khodn mét cdch chi tiét va day di nhw xem so dw cia tai khodn
ngdn hang, lich sir giao dich, sé tién chuyén dén, so tién chuyén di, thoi gian
va théng tin nguwoi chuyén...” (nit, 35 tudi, Tp. HCM), “dé sir dung cdc dich
vu NHDT dé mua hang tryc tuyén va thanh todan qua dién thoai di dong cho
ngueoi tiéu ding nhw thanh todn tién dién nwde, vé mdy bay, nap tién dién
thogi...” (nit, 33 tudi, Tp. HCM), “chi can dang ky thong tin qua dién thoai
hay trén trang web cua ngan hang TPBank la mo dwoc tai khoan online, lam
theo dung huong dan la sau vai phut co thé thuc hién giao dich” (nam, 26
tudi, Khanh Hoa). C6 thé nhan thiy, danh gia cta khach hang vé chat luong
dich vu dya trén nhan thiac vé muc do dé dang hoan tat mot giao dich qua

NHDT. Két qua nghién ctru ndy twong dong v6i nghién ciru ctia mot sb tac
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gid nhu Zavareh va cong su (2015); Tabash, Albugami, Salim va Akhtar
(2019); Lin va cong su (2010).

4.1.1.5. Sy hai long biéu hién ¢ nhdn thirc ciia khdch hang vé gid ca

dich vu ngdn hang dién tur

Bang 4.5: Mirc do hai long biéu hién & nhdn thike ciia khdch hang vé gid ca dich vu

TT | Cdc yéu t6 dic trung DTB | BLC
1 | Phi thuong nién/ hang thang cua thé ngan hang 1a hop ly 3,63 | 1,02
2 | Phi duy tri dich vu NHDT 1a hop 1y 3,69 | 1,03
3 | Phi chuyén tién thong qua tai khoan NHPT 14 hop 1y 3,70 | 1,05
Phi thanh toan thong qua tai khoan/ thé ngan hang la h

4 s s e 3,62 | 1,01
ly
Ngan hang thuong xuyén c6 cac chuong trinh mién/ giam

5 s s s s s 3,88 | 1,00
phi dich vu NHDT
Mirc do dénh gia vé gia ca dich vu 3,71 | 0,87

Nhin vao s6 li¢u di€u tra cho thay, di€ém trung binh chung cia mtrc do

hai long biéu hién ¢ nhan thic vé gia ca dich vu NHDPT & muc do kha (DTB

chung nam trong khoang tir 3,41 dén 4,20). Khach hang danh gia kha nhit vé

viéc “Ngan hang thuong xuyén c6 cac chuong trinh mién/ gidam phi dich vu

NHDT” (DTB = 3,88) va sau cung la “Phi thanh toan thong qua tai khoan/ thé

ngan hang 13 hop 1y (PTB = 3,62). Mot diém dang luu v 1a d6 1éch chuan

clia cac thanh td ndy c6 gia tri >1 cho thay co su da dang trong phuong an tra

101, y kién trai dai khap tor mirc diém 1 dén mutc diém 5. C6 nghia 1a c6 nhitng

khach hang tra 161 “hoan toan dong y”, trong khi d6 c6 nhimng khach hang lai

tra 101 “hoan toan khong dong ¥ vé cac dic diém cua gia ca dich vu NHDT

hién nay. Di€u nay cho thay, su danh giad cua khach hang vé gia ca dich vu
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NHDT kha khac nhau. Ho ciing dé cap dén gia ca nhiéu chuong trinh khuyén
mai. Hau hét cac giao dich ATM déu c6 tinh phi.

Pé khic phuc van dé trén, nhiéu ngan hang dién tir hoan tién cho mot
$6 lugng han ché giao dich thé/thanh toan truc tuyén moi thang cho khach
hang. Mot s6 ngan hang mién phi phi phat hanh thé tin dung, dich vu duy tri
tai khoan, co mirc phi thip nhu phi chuyén tién truc tuyén bén trong ngan
hang, dé 1am hai long khach hang. Nhung mot s6 ngan hang c6 cac murc phi
nay cao hon ciing gy ra su phan nan cia khach hang. Két qua nghién ctru nay
trong dong véi két qua ctia mot sd nghién ciru trude day cua Sita Mishra
(2014); Sikdar. P, Kumar. A, va Makkad. M. (2015); Vu Minh Ngo va
Pavelkova, D. (2017); Nguyén Hong Quén, 2019; Nguyén Vin Thuy (2019);
Phan Quan Viét (2020). Cac khoan phi dich vy theo thé nhu phi thuong nién,
phi in sao ké, phi chdm thanh toan, phi rat tién mat tai ATM, phi chuyén d6i
ngoai té, phi giao dich...Phi st dung dich vu NHDT ré hon so véi phi dich vu
ngan hang truyén thong vé cac khoan nhu chi phi giao dich, di lai, chi phi van
hanh, chi phi hoat dong cho ngan hang.

Tuy nhién, dé dua ra quyét dinh mua hang, khach hang thudng so sanh gia
va tinh hitu ich ctia san phdm. Cac quyét dinh don gian 13 nhiing quyét dinh duoc
dwa ra thuong xuyén va dap Gng thoi quen mua hang. Cac quyét dinh phirc tap s&
doi hoi thoi gian suy ngdm lau hon trong khi cac quyét dinh don gian s& duoc dua
ra ngay lap ttrc va bi anh hudng nhiéu hon béi tinh thwong mai nhu khuyén mai.
Nhiéu khach hang mong doi cac NHDT cung cép san phﬁm va dich vu cua ho &
murc gia thap hon so Vi cac cira hang truyén théng. Tam 1y ua thich sir dung san
pham mién phi hodc c6 phi dich vu ré ctia khach hang 13 nhan 6 tac dong truc tiép
viéc danh gia va nhu cau tiéu ding dich vu cta ho.

Mot s ¥ kién cua khach hang phan anh khi duge phong van nhu “cdc
loai phi tir Visa, Master Card, vira thu theo s6 luwong giao dich, vira thu theo

doanh sé giao dich, dan téi tinh trang thu phi chong phi véi ciing mét giao
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dich” (nit, 20 tudi, Ha Noi); “nguoi ding thé gap khé khan khi mua hang ¢
nhitng cira hang khéng muén giao dich bang thé do phi ciia ngdn hang”
(nam, 22 tudi, Quang Ninh), “T6i thich sur dung dich vu chuyén tien online vi
da ding quen réi va vi ¢6 gid ca dich vu hop 1y (nam, 38 tudi, Ha Noi),; T4i
thwong chon loai dich vu ¢6 gid ré nhat, gid ca la tiéu chi hang dau cho téi.
Khi toi chon dich vu, toi sé xem gia truoc tién” (nit, 21 tudi, Ha Noi). “Diéu
dau tién t6i lam la xem sw an toan, bdao mdt, dé sir dung cua dich vy, do sau
do toi nhin vao muc gia dé dwa ra lya chon cudi cung cua minh” (nam, 32
tudi, Tp. HCM). Phi dich vu NHDT cho céc thanh toAn mua ban san pham
lién quan chat ché véi doi sdng hang ngay cia khach hang, vi vy ho c6 su
nhay cam cao ddi vai su bién dong vé gia ca dich vu. Giam gia trong khi mua
anh hudng dén khach hang tin vao gia c4, va cudi cing chung anh hudng dén
su hai 1ong cua ho. Pay ciing ¢ thé 1a mot 1y do khién mot sé khach hang
chua dong tinh voi muec phi dich vu NHDT hién nay.

4.1.2. Thuc trang sw hai long ciia khdch hang cd nhin vé dich vu
ngdn hang dién tir trén binh dién cam xuc tich cuc

Piém trung binh chung ctia mirc d6 hai 1ong biéu hién & cam xic tich cuc
ctia khach hang vé chat luong dich vu NHDT 1a 4,17 twong tng voi mire do biéu
hién kha thuong xuyén.

4.1.2.1. Sy hai long biéu hién & cam xiic tich cuc cia khach hang vée
tinh thudn tién cua dich vu ngdn hang dién twr

Bang 4.6. Mirc do hai long biéu hién ¢ cam xiic tich cuwc ciia khdch hang vé

tinh thudn tién

TT | Cac cam xuc tich cuc PTB | DLC

1 | Thoai mai khi mét giao dich duogc thyc hién nhanh chong 4,40 0,76

2 | Hang thu khi co nhiéu lwa chon cho dich vu thanh toan | 4,35 0,67

3 | Hung tha khi c6 nhiéu lwa chon cho hinh thirc chuyén 4,38 0,73
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tién

4 | D@ chiju khi co thé sir dung dich vu NHDT 24/7 4,45 0,82

Mtrc dd biéu hién cam xtc tich cuc vé tinh thuin tién 440 | 0,61

Két qua diéu tra cho thay, diém trung binh chung ctia muc d6 hai long
biéu hién & cam xuc tich cuc ctia khach hang vé tinh thudn tién 1a rat thuong
xuyén (DTB chung nam trong khoang > 4,20). Cam xuc dé chiu 1a diéu khach
hang cam nhan rd rang nhat khi str dung dich vu NHDT véi thoi gian 24/7
(DTB = 4,45). Tiép d6, khach hang ciing cam nhan thoai mai khi mot giao
dich dugc thyc hién nhanh chong (BPTB = 4,40) va hung thu khi co nhiéu lua
chon cho hinh thirc chuyén tién (PTB = 4,38). Cam xuc tich cuc c6 DTB thap
nhit 12 hing tha khi ¢6 nhiéu lua chon cho dich vy thanh toan (PTB = 4,35).
Thong qua s6 liéu nay co thé nhan théy, tinh thuan tién cua dich vu NHDT
dam bao sy thoai mai, dé chiu cho khach hang.

Nhitng ngudi tham gia phong van duong nhu thiy vui vé khi str dung
dich vu. Theo nghia do, ho coi viéc str dung dich vu nhu mot thir gi d6 quen
thudc vi no6 tao cho ho thoi gian cho ban than nhiéu hon. Mot sb nguoi dugc
phong van cho biét: “Mua hang triec tuyén la mét cong viéc nha, doi véi téi la
mot trong nhitng cong viéc dé chiu nhdt. Téi thich sir dung dich vu nay vi dé
mua san pham va téi danh gid cao tinh tién ich cia né” (ni, 31 tudi, Tp.
HCM); “Thanh todn héa don, chuyén tién nhanh chéng bt cir hic ndo, khéng
phai di dén ngan hang tat nhién la rat dé chiu, thodi mdi réi vi khéng phdi
cho doi xép hang mdt thoi gian” (nit, 28 tudi, Tp. HCM). Tuong tw, mot sb
khach hang khéc ciing cho rang “vi khéng phdi phu thudc vao mét hinh thirc
chuyén tien, thanh todn, t6i sir dung may tinh, dién thoai két noi Internet va

thé ngdn hang dé thanh todn” (nam, 37 tudi, Ha Noi).
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4.1.2.2. Sy hai long biéu hién & cam xiic tich cuc ciia khdch hang vé
tinh an toan va tin cdy cua dich vu ngdn hang dién tir
Bang 4.7. Mirc dg hai long biéu hién ¢ cam xiic tich cuwc ciia khdch hang vé

tinh an toan va tin cqy

TT | Cac cam xuc tich cuc PTB | DLC

1 | An tam khi thong tin ca nhan dugc bdo mat 4,22 0,83

An toan khi thong tin vé sd du tai khoan, giao dich
2 4,24 | 0,78
duoc bao mat

Yén tdm khi thong tin ca nhan khong b1 NH str dung sai
3 4,25 0,80
muc dich

Mitrc d0 bi€u hién cam xuc tich cuc vé tinh an toan va
_ 424 0,70
tin cay

Piém trung binh chung ctia mic do hai long biéu hién & cam xuc tich
cuc ctia khach hang vé tinh an toan va tin cdy 1a rat thudng xuyén (BTB chung
nam trong khoang > 4,20). Trong bdi canh Viét Nam ludn hién hitu vé rai ro
an ninh mang dién t&r va t01 pham cong ngh¢ cao nhu gid mao thong tin cua
ngan hang dé danh lira, 1y cip thong tin khach hang, mat tién trong thé ngan
hang do bi td1 pham mang tan cong dang dugc bao chi phan anh, tuy nhién,
két qua diéu tra cho thiy, ngn hang di mang lai cam giac an tdm cho khach
hang khi thuc hién giao dich qua NHDT vé cac mat thong tin cd nhan khong
bi ngan hang sir dung sai muc dich, théng tin c4 nhan va s du tai khoan, giao
dich va thong tin c4 nhan dugc bao mat.

Giai thich vé su an tam khi st dung dich vu NHDPT mot khach hang
cho biét “T6i yén tdm khi sw dung dich vu NHPT cua Vietcombank” (nit, 52
tudi, Quang Ninh); “Ngdn hang thuwong xuyén dwa ra canh bdo vé cdc hanh vi
lira ddo; khuyén cdo khdch hang chii déng bdo vé thiét bi cd nhan va thay doi

thuwong xuyén mdt khau truy cap dich vu, gitr bi mdt tuyét doi, bao mdt ma
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OTP” (nit, 40 tudi, Ha Noi). Y kién cua mot khach hang khic cho rang
“Ngdn hang chi dan thanh todn triec tuyén tai cdc trang mang uy tin, khong
truy cdp cdc website la, dwong link la khong ré nguon goc. Cac ngdn hang
quy dinh han mukc chuyén tien d@é bao dam gioi han sy t6n that cia nguoi
dung trong truong hop bi lira dao” (nam, 24 tudi, Ha Noi).
4.1.2.3. Sy hai long biéu hién & cam xiic tich cuc ciia khdch hang vé
tinh hé tro cua dich vu ngan hang dién tu
Bang 4.8. Mirc d hai long biéu hién & cam xiic tich cuc ciia khdch hang vé

tinh hé tro

TT | Cac cam xuc tich cuc bPTB | DLC

1 | D& chiu khi d& dang lién hé véi tong dai tro gitp khach hang | 4,03 | 0,94

Thoa man khi duoc nhan vién ngan hang giai dap thac
2 . o ) 4,10 0,79
mac mot cach rd rang va chinh xac

; Nhe nhdom khi dugc nhan vién ngan hang hd trg xtr Iy 418 0.78
vén d& cho t6i dén khi dwoc giai quyét ’ ’

An tam khi déu nhan dugc thong bao kip thoi vé nhirng
4 . _ 4,18 0,78
thay do6i cua dich vu NHDT

Mtc d6 biéu hién cam xuc tich cuc vé tinh hd trg 412 | 0,65

Mirc d6 hai 1ong biéu hién & cam xtc tich cuc vé tinh hd tro (BTB =4,12)
14 kha thudng xuyén (PTB chung nam trong khoang tir 3,41 dén 4,20). Nhin véo
bang sb lidu ¢ thé nhan thay, cac cam xic tich cuc biéu hién thuong xuyén hon
khi khach hang nhan dugc thong bao kip thoi vé nhiing thay ddi cua dich vu
NHDT va duge nhan vién ngan hang hd tro khach hang xtr 1y van dé sir dung dich
vu NHDT so véi khi duogc nhan vién ngan hang giai dap thic méc va lién hé vai
tong dai tro gitip khach hang. Mot khach hang noi “Khi ding thé dé rit tién ¢ cot

ATM toi da khong nhdn duoc tién nhung hoa don bdo toi da nhan tien, 16i rat lo
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Zcfng. Sau do toi bdo cho ngdn hang va mot tuan sau t6i dd nhéan dwoc lai sé tién
d6. Piéu nay lam cho t6i cam thdy tinh than nhe nhém, yén tam khi ding thé ngan
hang” (nam, 29 tudi, Tp. HCM).

Két qua nghién ctru ndy tuong dong véi nghién ciru ctia Rychalski, Aude
N. (2014) nhan dinh rang, cam xuc ctia khach hang phu thudc vao danh gia ctia ho
vé su hd tro st dung dich vu. Nghién ctru clia cac tac gia cho thay, nhan vién giao
dich giai dap thic mac ctia khach hang va viéc lién lac véi tong dai cua nhimg
khach hang gip van dé khi sir dung dich vu nay it 1am cho khach hang thoa man 1a
do mét s nguyén nhan chinh, nhu bi giéi han vé thoi gian giao tiép, trinh do
chuyén mén, k¥ ning, thai do giao tiép voi khach hang ciia nhan vién, khach hang
thiéu hiéu biét vé khi st dung dich vy, khong quen tu phuc vu khi dugc hudng
dan qua dién thoai va 1i k¥ thuat cia dudng truyén thong.

4.1.2.4. Sy hai long biéu hién & cam xiic tich cuc cia khdach hang ve
tinh dé sir dung dich vu ngdn hang dién tur

Bang 4.9. Mirc d hai long biéu hién & cam xiic tich cuc ciia khdch hang vé

tinh dé sir dung

TT | Cac cam xuc tich cuc PTB | DLC
1 | Thich tha khi dé dang SDDV NHDT qua nhiéu phuong tién 4,37 0,74
2 | Vui ming khi d& dang SDDV chuyén tién 441 | 0,73
3 | Vui mimg khi d& dang SDDV thanh toan hoa don 4,39 0,72
4 | Tha vi khi dé dang xem s du sao ké qua NHPT 435 | 0,78
5 | An tam khi dé dang truy cép tai khoan NHDT 431 | 0,81

Mtc do biéu hién cam xtc tich cuc vé tinh d& st dung 4,37 0,60

Piém trung binh trong bang cho thay, mirc d¢ hai long biéu hién ¢ cac
cam xuc tich cuc cua khach hang vé tinh d& su dung dich vu NHDT Ila rat
thuong xuyén (BTB chung nim trong khoang > 4,20), trong d6 cam xuc vui

mumng khi dé dang sir dung dich vu chuyén tién va thanh toan hoa don biéu
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hién rat thudng xuyén hon ca. Theo cac y kién nhan dugc tir phong van,
khach hang cam théy vui thich va tha vi khi “dé sir dung cdc dich vu ngan
hang dién tw nhw thanh todan hda don tien dién, nuéc, nap tien dién thoai,
mua vé mdy bay, kiém tra tai khodn, nhdn théng bdo bién déng sé diw tdi
khoadn, rit tién, chuyén tién, mua hang triec tuyén di déng” (nit, 27 tudi, Ha
Noi), “Cam thdy thii vi khi truy cdp trang web cia ngdn hang BIDV c¢6 nhiéu
théng tin thuwong mai cdp nhdt, bai viét hdp dan. Trang web ciia ngdn hang
BIDV huéng déan dé hiéu vé cach thirc sir dung dich vu” (ntr, 31 tudi, Tp.
HCM); “Thich giao dich thanh todn, chuyén tién qua NHPT bang dién thoai,
may tinh co két néi internet vi don gian va thudn tién” (nam, 37 tudi, Ha Noi)
va “t6i thwong xuyén an tam vi tw kiém tra dwoc tai khoan cia minh, khong
phai dén ngdan hang qua nhan vién dé kiém tra tai khoan ciia minh” (nam, 32
tudi, Khanh Hoa). Két qua nghién ctru ndy tuong dong véi két qua cua
Yoshimi Kunieda (2012).
4.1.2.5. Sy hai long biéu hién & cam xiic tich cuc cia khdch hang vé gid
ca dich vu ngan hang dién tir
Bang 4.10. Mirc d6 hai long biéu hién & cam xiic tich cyee cia khdch hang vé

gia ca dich vu

TT | Cac cam xuc tich cuc PTB | DLC

1 | Théa man vé1 mie phi thuong ni€n/ hang thang hién hanh 3,67 1,10

2 | Théa man véi mue phi duy tri dich vu NHDT hién hanh 3,73 1,13
Thoa mén véi mirc phi chuyén tién thong qua tai khoan

3 3,73 1,10
NHDT hién hanh
Thda man vé1 mire phi thanh toan thong qua tai khoéan/

4 . 3,68 1,07
thé NHDT hién hanh
Mirc do biéu hién cam xtc tich cuc vé gia ca dich vu 3,70 | 0,98
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Két qua diéu tra cho thay, diém trung binh chung ctia muc d6 hai long
biéu hién ¢ cac cam xuc tich cuc cua khach hang vé gia ca dich vu NHDT la
kha thuong xuyén (PTB chung nam trong khoang tir 3,41 dén 4,20). Cam xtic
biéu hién kha thuong xuyén hon 1a “Théa mén v&i mirc phi chuyén tién thong
qua tai khoan NHDT hién hanh” (BDTB = 3,73) va “Thoa man v&i mic phi
duy tri dich vu NHDT hién hanh” (BDTB =3,73). Nhin vao s6 liéu cua cam xtc
tich cuc vé dich vu NHDPT c6 thé nhan the‘iy, cam xuc tich cuc vé gia ca dich
vu ¢6 DTB thip nhét, trong khi cac bién quan sat con lai déu c6 DTB > 4.0.
Mot s6 nha nghién ctru chi ra rang, da s6 khach hang s& cam thay hung thi vi
mua duoc hang gia ré nhung chat luong khong thay doi, cam thay thich khi
mua dugc san pham véi gia wu dii, san pham dang gia va phu hop véi kha
nang chi trd cia minh (Cronin va cdng su, 2000; Zeithaml va cong sy, 2003).
Thoi quen tiéu dung san pham wu dai hodc gia ré ciing anh huong dén cam
xuc tich cuc ctia khach hang vé gia ca dich vu NHDT hién nay.

4.1.2.6. Moi quan hé giita su hai long biéu hién & nhdn thirc va sy hdi
long biéu hién & cam xic cia khéch hang ca nhadn vé dich vu NHPT

Bang 4.11. Twong quan giita sy hdi long biéu hién ¢ nhdn thirc va sw hai long

bieu hién o cam xuc tich cuc vé dich vu NHDT

H¢ so twong quan Pearson Cam xuc - Nhdn thurc

(1) 2)
Cam xuc (1) 1
Nhén thuc (2) 670%** 1
*p<0,05; ** p<0,01.
n="754

Nhin vao bang s6 li¢u co6 thé nhéan thay, sy hai long bi€u hién & nhan

thirc vé dich vu NHDT c6 mdi tuong quan tich cuc manh mé véi sy hai long
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biéu hién & cam xtc tich cuc vé dich vu NHDT (r=0,67; p<0,01). Nhu vay,
nhén thire vé dich vu NHDT cang dﬁy du va dung dén thi cam xuc tich cuc vé
dich vu NHDPT biéu hién nhiéu hon va nguoc lai, nhan thic vé dich vu NHDT
cang thiéu va khong dung thi cam xuc tich cuc vé dich vu NHPT sé& bj giam
sut. Két qua nghién ctru cua ludn an gop phén x4c nhan nhan thire v& dich vu
co vai tro quan trong ddi v&i cam xuc tich cuc vé dich vu sau trai nghiém tiéu
dung dich vu nay, nhu nghién ctru cua Liljander va Strandvik (1997); Wong
(2004); Ladhari (2009); Biscaia (2012).

4.1.3. Ddnh gid chung vé sw hai long véi dich vu ngéin hang dién tiv
cua khach hang ca nhan

Trong nghién ctru nay, sy hai long vé1 dich vu NHDT cua khach hang
duoc khao sat & 2 khia canh biéu hién: nhan thtc va cam xtc tich cuc vé 5
dic tinh chat luong va gia ca cua dich vu NHDT. Téng hop cac két qua
nghién ctru thyc trang sy hai 1ong biéu hién ¢ nhan thirc va cam xuc tich cuc
cua khach hang ca nhan vé tung dac tinh cua dich vu NHDT, mtrc o hai long
v6i dich vu NHDT ciia khach hang ca nhan duoc danh gia thé hién trong bang
s6 liéu sau:

Bang 4.12. Danh gid murc do hai long voi dich vu NHPT cua khach hang ca nhan

STT | Mikc d6 hai long vé dich vu NHPT PTB PLC
1 Hai long véi tinh thuén tién 4,38 0,54
2 Hai long v6i tinh an toan va tin cay 4,19 0,62
3 Hai 1ong véi tinh hd tro 4,11 0,61
4 Hai long véi tinh dé sir dung 4,37 0,54
5 Hai long véi gia ca 3,71 0,85

Murc d¢ hai long chung 4,15 0,47
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Rét thap, thap va trung
binh
12%

Cao
39%

Kha
49%

Biéu a6 4.1. 7y [é khdch hang theo mitc d hai long

Duya vao bang sb liéu ndy cho thiy, sy hai 1ong voi dich vu NHDT cuta
khéach hang ca nhan & muc 4: kha hai long (DTB = 4,15). Trong d6 c6 khoang
49% khach hang dat mic dg hai long & muc nay, 39% c6 muc dd hai long cao
va 12% hai 1ong ¢ muc trung binh, thap va rat thap.

Khach hang ca nhan hai long véi tinh thuan tién va tinh dé st dung &
mirc d6 cao (PTB = 4,38 va 4,37). Piéu nay cho thay, tinh thuin tién va tinh
dé sir dung 1a hai dic tinh cua dich vu NHDT c¢6 vai tro chii chdt dbi véi su
hai long chung cta khach hang. Viéc “str dung dich vu chuyén tién” va “thanh
toan hoa don” 13 hai yéu t6 noi bat nhét trong su hai long cua khach hang vé
tinh dé sir dung, voi muc danh gia va biéu hién cam xuc tich cuc & khach
hang déu cao hon so véi cic yéu td khac. Tuong tu, yéu td ndi bat trong sy
hai 10ng cua khach hang véi tinh thuan tién cua dich vu NHDT 1a vé “nhiéu
hinh thtrc chuyén tién” va “thoi gian st dung dich vu 24/7”. Theo nghién ctru
cua Zavareh va cong sy (2015) dac diém noi bat va quan trong nhét dbi véi
viéc ap dung mot dich vu méi bat ky 1a tao ra nhan thirc cua khach hang vé

tinh thudn tién va tinh dé sir dung dich vu vi day la hai ddc tinh quan trong
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nhét lién quan dén su chép nhan st dung dich vu NHDT va sy hai long cua
khach hang. Két qua nay ciing cho thay khach hang hién nay dang quan tam
dén dich vu chuyén tién, thanh todn hoéa don va loi ich vé thoi gian sir dung
dich vu NHDT.

S liu thong ké cho thay, khach hang kha hai long vé6i 3 dic tinh: tinh
an toan va tin cay, tinh hd trg va gia ca dich vu (BTB = 4,19; 4,11; 3,71),
trong d6 hai 1ong hon ca véi tinh an toan va tin cady (PTB = 4,19). Diéu nay
c6 nghia la, nhan thirc va cdm xuc tich cuc vé tinh an toan va tin cay cua dich
vu NHDT 1a mét thanh tb quan trong cua sy hai long cua khach hang. Cac
yéu to noi bat trong su hai 10ng cua khach hang vé6i dich vu NHPT vé tinh an
toan va tin cdy, tinh hd tro va gia ca la “vé s du tai khoan, giao dich dugc
bao mat”, “nhan vién ngan hang hd trg xir Iy van dé cho khach hang dén khi
dugc giai quyét”, “Phi chuyén tién théng qua tai khoan NHDT 1a hop 1y,
trong d6 viéc mat théng tin ca nhan 1a yéu td quan trong nhat. Khach hang hai
long khi ho nhan thiy rang, thong tin c4 nhan trong qué trinh giao dich qua
NHDT duoc bao mat. Diéu nay goi ¥ 1a giao dich tai chinh trén trang web can
dugc ngan hang bao mat, giao dich don gian va thun tién dan s& dan dén trai
nghiém thil vi cho khach hang. Vi khong nhiéu khach hang quen thudc sir
dung dich vu NHDT nén viéc cung cép trg gilp truc tuyén cho khach hang dé
giai quyét van dé giao dich tai chinh kip thoi dudng nhu 1am cho ho cam thay
dé dang str dung va hai long voi dich vu NHPT. Phi chuyén tién thong qua tai
khoan NHDT ciling da ¢c6 muirc phi phu hop theo nhan thirc cua khach hang.
Pay 1a mot yéu t6 gop phan khuyén khich tiéu dung va din dén su hai long
cua khach hang.

Nhu véy, két qua khdo sat cho thdy, sy hai 1ong chung cia khach
hang vé dich vu NHDT véi 5 dic tinh cua dich vu NHDT: tinh thuan tién,
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tinh an toan va tin cdy, tinh dé s dung, tinh hod tro va gia ca ¢ muc do
kha hai long. Xu hudng ngay cang gia ting ap dung va cung cap dich vu
NHDT cua cac ngan hang khién viéc xac dinh céc yéu td co ban cua su
hai long ctia khach hang 1a rat quan trong. Két qua nay cho thiy, ngan
hang can ludn quan tam dén sy thuan tién, an toan va tin cay, dé sir dung,
hd tro khach hang va xay dung chinh sich vé& gia ca phu hop voi nhan
thirc va cam xuc tich cuc cua ho vé dich vu NHDT dé nang cao su hai
long cua khach hang. Két qua nghién ctru nay twong doéng vdi cac nghién
ctu cua Chen va cong sy (2012) va Hossam Deraz & Faisal Iddris (2019).
Nghién ctru cta Gerrard va cong sy (2003) cho thdy, nhan thirc ctia nguoi
tiéu dung vé tinh dé& st dung, tinh an toan va bao mat va chi phi dich vu la
thanh t6 quan trong cua sy hai long ctia khach hang. Nghién ctru cua Tax
va cong su (1998) thuc hién trén khach hang st dung dich vu NHDT da
xé4c nhan thyc té khach hang hai 1ong véi viéc cac ngan hang sin sang giai
quyét cac sai sot xdy ra trong cac giao dich truc tuyén.

4.1.4. Khdc biét vé mirc ¢ hai long chung véi dich vu NHPT ciia
khdch hang theo mpt sé bién s6 nhan khiu

Trong kinh doanh, dit li¢u nhan khau hoc duoc coi la cong cu do luong
va xac dinh thi truong ctia hau hét cac doanh nghiép trong bat ky nganh nghé
nao. Nho vao cac dic diém nhan khau, ching ta co thé hiéu duoc ro ddi tuong
ma doanh nghiép dang nhdm dén, cach tiép thi san phdm, mtc d6 hiéu qua
cta dich vu t&i ngudi dung. Str dung phuong phap so sanh bang Independent
Sample T-test (v6i bién co hai nhom) va One-way ANOVA (véi bién c6 hai
nhém tré 1€n) dé dua ra két luan vé su khac biét dya trén gia tri mirc y nghia
p. Két qua vé su khac biét mac do hai long vé dich vu NHDT véi cac bién sb

nhan khau — x4 hoi 1a giéi tinh, 6 tudi, trinh d6 hoc van, nghé nghiép, thu
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thap, tinh trang hon nhan, khu vuc sinh séng, cho thiy nhu sau: chi c6 3 yéu
t6 c6 su khac biét co y nghia thong ké (p < 0,05) vé muac do hai 1ong. D6 13
yéu t6 khu vyc sinh sdng (thanh phd/ thi xa, nong thén), do tudi (dudi va tir
50 tudi trd 1én) va gidi tinh (nam, nir). Cac yéu t6 con lai khong tao thanh su
khac biét c6 ¥ nghia thong ké (p > 0,05) vé murc d6 hai 1ong chung.

Bang 4.13. Sy khdc biét PTB hai long cua khach hang ca nhdn theo gioi tinh,

noi song va do tuoi

So sanh DTB hai 10ng theo yéu to nhan khau
Yéu t6 nhan khau n | PTB | BLC F t
1. Gidi tinh
Nam 301 | 4,282 | 0,382 | 14,321 6,7%*
N 453 | 4,067 | 0,495
2. Noi song
Thanh phd 466 | 4,251 | 0,392 | 22,495 | 7,127**
Thi xa va nong thon 288 | 3,994 | 0,528
3. DO tudi
Twr 50 tudi trg 1én 87 | 3,914 | 0,578 | 0,001 -2,026*
Duéi 50 tudi 667 | 4,184 | 0,516
Independent-Samples T test
*p < 0,05, **p < 0,01
n="754

Su khac bi¢t mirc d¢ hai long chung véi dich vu NHDT dugce chi ra
trong nghién ctru vé cac diéu kién tiép can dich vu NHPT & thanh phd va
nong thon (hé théng ATM, cai dit Internet, khoang cach dia ly t&1 cac chi
nhanh ngan hang) (Lambert-Paudraud va cong sy, 2005; Han va Jeong, 2013;
Sikdar, P., Kumar, A., va Makkad, M. 2015). Su khac biét vé mitc do hai long
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chung véi dich vu NHDT theo gidi tinh dugc tim thdy trong nghién ciru cua
Homburg va Giering (2001), ho chi ra rang, khach hang nam gi6i hai long
hon vé6i san pham/dich vu NHDT. Sy hai 10ng chung v6i quy trinh ban hang &
nit gié1 manh hon nam gidi. Muc do hai long chung c6 sy khac biét theo do
tudi dugc tim thay trong nghién ciru Zeithaml va Gilly (1987), Karjaluoto va
cong su (2002). Cac tac gia xac nhan rang, nhiing ngudi tré tudi hai long véi
chat lugng dich vu NHDT va qué trinh str dung dich vu. Homburg va Giering
(2001) da chi ra rang, khach hang tré tudi hai long hon voi ngan hang cung
cép dich vu ma ho dang giao dich so v&i cac nhom tudi khac.

Pé 1am 16 hon nhing bién s nhan khiu — x3 hdi tao ra su khac biét c6 y
nghia thong ké vé mirc d6 hai long vé dich vu NHDT, phan dudi day sé tap trung
phan tich timg yéu t6 cu thé co lién quan dén sy hai long ctia khach hang.

4.1.4.1. Khac biét vé mirc d6 hai long voi dich vu NHDT cua khach

hang theo gioi tinh

100%
80%
60%
40%
20%
.. -
Nhom hai long cao Nhom hai long trung binh tro
xudng
B Nam Nu

Biéu d0 4.2. So sdnh ty 1é khdch hang theo gidi tinh gitta nhém khdch hang
c6 mirc A hai long ¢ mike trung binh tré xuéng (PTB <3,4) va mirc d¢ hai
long cao (DTB > 4,2).
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Bang 4.14: Su khac biét vé muc do hai long, cdm x1c, nhan thuc va y dinh

tiép tuc tiéu dung dich vu ngan hang dién tir cua khach hang theo gi6i tinh

So sanh DTB theo gid1 tinh

. Nam Nir
Cac thanh to t p
(n=301) | (n=453)
Nhan thire vé dich vu 4,341 4,006 6,97 | 0,00
Cam xtc tich cuc vé dich vu 4,219 4,137 3,67 10,14
Hai long chung vé dich vu 4,282 4,067 5,99 | 0,00

Independent-Samples T test

Ty 18 khach thé nam nhiéu hon nit, twong tGng 1a 60,1% va 39,9%. Tuy
nhién, trong nhom khach hang c6é mirc d6 hai 1ong cao, sé lugng khach hang
nam tuong duong véi sé luong khach hang nit. Trong khi d6, trong nhom
khach hang c6 muc d6 hai long & muc trung binh tré xudng, phan 16n 13 ni
vo1 ty 1€ trén 83%.

Két qua phan tich bang 4.15 cho phép khang dinh rang nam hai long vé
dich vu nay ¢ muc d cao hon (DTB = 4,282) so v6i nit (DTB = 4,067). Nam
danh gia vé dich vu ndy & mirc d6 cao hon (BDTB = 4,341) so véi nit (DTB =
4,006). Vé muc d6 cam xuc tich cuc, yéu té giéi tinh khong tao thanh sy khac
biét co ¥ nghia théng ké (p > 0,05). C6 mot xu hudng chung 13 PTB cta nam
cao hon PTB cua nit. Theo gid tri t ¢ thé két luan rang mic d6 hai long vé
dich vu NHDT phu thudc vao gidi tinh cua khach hang.

Khi phong van sau, mot sé khach hang nir 28 tudi & Ha Noi noi rang
“chat luong dich vu cua NHPT la 16t, cam thd’y thoai mai khi sw dung dich vu
nay, téi tiép tuc tiéu dung dich vu ndy ¢ nhitng ngdan hang t6i dang sir dung
dich vu nay, dong thoi sé sir dung dich vu ¢ cdc ngdn hang khdc néu cé cdc

chwong trinh khuyén mai”. Mot khach hang nam, 40 tudi, séng o thanh ph
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Hb Chi Minh néi rang “t6i sir dung dich vu NHPT & nhitng ngdn hang quen
thude, néu khong cé vin dé gi xay ra véi ban than thi téi van tiép tuc tiéu
diing dich vu nay ¢ nhitng ngdn hang d6”. Cé thé ndi rang & nam gi¢i mirc do
nhan thic va cam xuc tich cuc vé dich vu NHDT 1am tang thém y dinh tiép
tuc ti€u dung dich vu nay. O nit gid1 muc do nhan thire lam cadm xuc tich cuc
biéu hién thudng xuyén hon va 1am ting murc d6 hai long.

Két qua nghién ctru twong ddéng véi nghién ctru sy hai long véi dich vu
NHDT cua Gilbert va Warren (1995). Céc tac gia nhan thiy rang, nam gi6i s&
c6 nhiéu kha ning ap dung cong nghé hon. Theo Hung (2006), nam gidi bi
anh huong nhiéu hon béi nhitng wu diém cua ngan hang truc tuyén va ho
dugc cho 14 s& chiém wu thé khi sir dung dich vu ngan hang truc tuyén. Tuong
tir Okeke va Okpala (2014) chi ra ring, nam gidi ¢ xu hudng st dung cac san
pham va dich vu ngan hang dién tir nhiéu hon. Homburg va Giering (2001)
chi ra rang, & nam giéi kha nang ap dung, sir dung cong nghé cia NHDT tt
hon & nir giéi din dén ho danh gia tot hon, hai 1ong cao hon va c6 ¥ dinh tiép
tuc tiéu dung dich vu NHDT manh hon so v6i1 nir gidi. Khi so sanh § dinh tiép
tuc tiéu dung dich vu NHDT, khach hang nam cling co biéu hién manh hon
(PTB = 4,28) so voi khach hang nit (BDTB = 4,09) (p<0.05).

C6 thé giai thich vé viéc nam gi6i danh gia vé dich vu NHDT t6t hon
va co y dinh tiép tuc tiéu dung dich vu NHDT manh hon so v61 nir gi6i & Viét
Nam nhu sau: Hién nay, Viét Nam phén 16n kinh té van con dua vao nong
nghiép do két ciu dia li va anh hudng ctia nén vin minh lua nude nén 16i san
xuat nhé 1¢ manh mun, 1am an theo c4 thé ho gia dinh chu yéu van 1a nong
nghiép - noéng thén. Muc dich tiéu ding va quyén quyét dinh chi tiéu 1a chi
bao quan trong cua ¥ dinh tiéu dung. Khi phong van sau, mot khach hang nix
32 tudi & Ha ndi ndi “trong gia dinh téi tw quyét dinh chi tiéu cho cdc sinh

hoat thiét yéu nhu thuc phdm an uong, quan do, vé sinh nha cua, tién dién,

129



tien nuée, tien dién thogi, con cac cac khoan chi khdc nhw mua cdc trang
thiét bi ndi that, sira sang nha, doi néi, doi ngoai, danh tién tiét kiém la chéng
16i quyét dinh chi tiéu, tuy nhién ca hai vo chong téi déu cing ban bac trao
doi y kién. Chiing t6i déu cé nghé nghiép va thu nhdp dii song”.

Mot khach hang nam 27 tudi ¢ tinh Khanh Hoa cho biét “Téi lam nghé
di bién danh cd, quyén quyét dinh chi tiéu trong gia dinh la nguwoi vo, ti giao
mot khodn tién hang thang cho vo ¢ nha qudn Iy, con sé tién khdc t6i quyét
dinh chi tiéu cho cdc viéc lon cua gia dinh nhu dau tw kinh doanh, mua ban,
sira sang nha cira, cham lo cho bé me gia”. Mot ¥ kién khac ciia mot khach
hang nam 32 tudi ¢ thanh phd H6 Chi Minh néi rang « Viéc kiém tién la cd
nguoi vo va nguoi chong cing phdi ¢é gdang dé lo cho cudc song chung.
Trong gia dinh chi tiéu cdc viéc nho thi vo toi quyét dinh, con cdc viéc lon
nhuw dau tie cho con cdi hoc hanh, buén bdn, tiét kiém, quan hé noi ngoqi...thi
hai vo' chong cung ban bac va quyét dinh chi tiéu”. Mot khach hang nam 45
tudi & Quang Ninh cho biét “ Hau hét cdc viéc I6n trong gia dinh t6i quyét
dinh chi tiéu, con vo cua toi tw quyét dinh chi tiéu cho cdc sinh hoat thuong
ngay cho gia dinh”.

Qua nhiéu y kién cta khach hang cho thay, ¢ gia dinh Viét Nam, quyén
quyét dinh viéc chi tiéu 16n trong gia dinh c6 su khac nhau theo cac yéu to:
khu vyc sinh sdng, mirc séng gia dinh, trinh d6 hoc van, mtc déng gop kinh
té ciia nguol vg - nguoi chéng, loai hinh san xuét cta gia dinh. Phu nit c6 hoc
van cao va nghé nghiép on dinh tham gia vao céc quyét dinh chi tiéu 16n cua
gia dinh & thanh thi cao hon ¢ néng thon. Vai trd ctia nguodi chong trong
nhom ho nghéo c6 vi tri cao hon so véi ho gidu va thuong quyét dinh chi tiéu
trong gia dinh. Cting quyét dinh chi tiéu 16n cta phy nit & néng thon thap hon

so vOi1 phu nit séng ¢ thanh thi.
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Nhin chung, dai da sé phu nir ¢ quyén quyét dinh chi tiéu nho trong
khi phan 16n nam giéi nim quyén quyét dinh trong chi tiéu 16n. Pa sd ngudi
Viét Nam van dung tién mat chi tiéu thiét yéu thudng ngay: an udng trong gia
dinh, tién thué nha, tién dién nudc, tién mua thic dn, tién mua sim, tién thé
dién thoai, tién xang xe, tién giai tri, tién thube thang,... Cac chi tiéu 16n nhu
kinh doanh san phém, dau tu, cic khoan chi co6 thdi han tién cho cac con di
hoc, quy du phong cho sirc khoe, cho con céi sau nay, tién mua nha, tién tra
ng,... va tién gui tiét kiém thuong cic gia dinh giri trong ngan hang va su
dung dich vu NHDT khi chi tiéu nhu chuyén tién, mua ban san phém, thanh
toan hoa don, kiém tra tai khoan c4 nhan. Do da s6 nam gi6i nim quyén quyét
dinh cac chi tiéu 16n trong gia dinh, hiéu biét va str dung céng nghé dién tir,
sir dung dich vu NHDT nhiéu hon so voi nit gigi nén nam giéi danh gia dich
vu NHDT t6t hon, mtc do hai long cao hon va ¢o y dinh tiép tuc tiéu dung
dich vu NHDPT manh hon so v6i nit gidi.

4.1.4.2. Khac biét vé mirc dé hai long voi dich vu NHDT cua khach
hang theo khu vuc sinh song

Bang 4.15. Sy khdc biét vé mirc do hai long, cam xuc, nhdn thuc vé dich vu

ngdn hang dién tir ciia khdch hang theo khu viee sinh song

So sanh DTB theo khu vuc sinh song

Thanh Thi xa/Nong
Cdc thanh t6 phé thén t p
(n=466) (n=288)
Nhén thtrc vé dich vu 4,256 3,939 4,75 0,00
Cam x1c tich cuc vé dich vu 4,263 4,022 5,98 0,00
Hai long chung vé dich vu 4,251 3,994 5,86 0,00

Independent-Samples T test
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Khu vuc sinh séng 12 bién nhan khiu — x4 hoi duy nhét tao thanh su
khac biét c6 ¥ nghia thong ké vé tat ca cdc mat nhan thirc, cam xiic tich cuc vé
dich vu NHDT va sy hai 10ng ctia khach hang. Két qua phén tich diém trung
binh nhu sau: khach hang & thanh phd hai 1ong hon vé dich vu NHPT (PTB =
4,251) so voi khach hang & nong thon / thi xa (DTB =3,994) va danh gia vé dich
vu NHDT ¢ mtrc do cao hon (DTB = 4,256) so v6i khach hang & ndong thon / thi
xa (BTB = 3,939). Khach hang sinh sng ¢ thanh phd c6 cam xuc tich cuc biéu
hién thuong xuyén hon (BTB = 4,263) so v6i khach hang sinh séng ¢ néng thon
/ thi x4 (DTB = 4,042). Theo gié tri t ¢6 thé két luan rang mirc do hai 1ong cta
khach hang phu thudc vao khu vuc sinh sdng cua khach hang.

C6 thé 1y giai su khac biét vé muc d6 hai long dwa vao gia tri t theo noi
sinh sdng nhu sau: O khu vuc néng thon gip kho khin do con han ché sb
luong diém chép nhan phuong thuc thanh toan khong dung tién mat, thoi
quen tiéu dung bang tién mat dd an sau vao tiém thirc ciia nguoi dan. Cing
v6i d6 1a nhitng kho khan vé ha tang vién thong, internet. Co s& ha tang phuc
vu thanh toan phan bd chua déu, hé thong may ATM, POS duoc lap dit chu
yéu 0 khu vuc thanh phé va tap trung & cac si€u thi, trung tam thuong mai,
nha hang, khach san... trong khi d6 & khu vyc nong thon, mién ndi con han
ché gy kho khin cho chu thé khi str dung hang ngdy. Cong tic thong tin
tuyén truyén cho nguoi dan ¢ noéng thon chua rong nén ho gip khé khian hon
trong viéc nhén thuc vé dich vu NHDT. Ho it duoc truy cap Internet do thiéu
phuong tién dién tr nhu may tinh, dién thoai di dong. Ho cling thiéu hiéu biét
vé cac chi tiét va hinh thire lién quan dén cac dich vu dugc mé ta trong cac
trang web ctia ngan hang. Mot s6 khach hang cho biét “Viéc dding ky sir dung
dich vu can phai toi lam viéc truc tié}) tai chi nhdanh ngdn hang” (nam, 29
tudi, Quang Ninh); “mudn rit tién & diém ATM phdi di xe tir thén dén trung

tam, cdc diém rit tién tw dong o thi xa rat it” (nam, 27 tudi, Khanh Hoa).
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Nguoc lai, nhitng khach hang & thanh phd c6 thé giao dich truc tuyén
bat ctr lic nao va bat ctr noi ndo ho mudn mua hang, chuyén tién thong qua
cac dich vu NHDT (Internet Banking, Mobile Banking, Mobile Money) bang
cac thiét bi cong nghé di dong nhu dién thoai thong minh, may tinh bang.
Nhitng khach hang sinh séng ¢ thanh phd c6 thé nhan duoc su giup do tir
nhitng nguoi khac trong qué trinh giao dich NHPT do s luong ngudi hiéu
biét vé cong nghé dién tir va cac diém giao dich ngan hang nhiéu hon & nong
thon. Khé khan d6 ¢ nong thon ¢ thé dan dén sy thiéu tu tin & khach hang veé
str dung cac thiét bi dién tir va it c6 nhu cau st dung céac thiét bi dién tir dé
giao dich tai chinh. Do d6, nhitng khach hang sinh séng & thanh phd c6 danh
gia dich vu tdt hon, cam xuc tich cuc biéu hién thuong xuyén hon va muc do
hai 1ong cao hon vé dich vu NHDT so v6i khach hang sinh séng ¢ nong thon /
thi x4. Didu nay co thé giai thich cho thyc té 1, trong nhém khach hang cé
muirc d6 hai 1ong & muc trung binh tré xudng, chi ¢6 25,8% song & thanh phd,
hon 74% con lai song ¢ thi x3 va nong thon. Nguoc lai, trong s6 khach hang
c6 mirc do hai 1ong cao, co trén 70% séng ¢ thanh phd. Mic du sé lugng
khach hang song tai thanh phd chiém 62%, nhiéu hon so véi ty 1¢ khach hang
song tai thi x va nong thon, 38% (biéu d6 4.3).
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Biéu d6 4.3. So sdnh ty 1é khdch hang theo noi séng giita nhém khdch hang

co murc do hai long 6 muc trung binh tro xuong va murc do hai long cao

Theo thdng ké cia NHNN, hién nay méi c6 khoang 30% dan s6 Viét
Nam c6 tai khoan ngan hang, 70% s ngudi chua c6 tai khoan tap trung & cac
ving thén qué, ving sdu, ving xa. Pay 14 van dé rt nan giai can giai quyét,
vi ¢6 tai khoan ngan hang thi méi c6 thé s dung dugc phuong thirc thanh
toan khong dung tién mit. Ngay ca d6i v6i khong it nguoi & thanh phd du da
co tai khoan tai ngan hang nhung trong giao dich, nguoi ta chi dat mua hang
bang qua trang web, dén khi thanh toan thi da sb lai thanh toan bang tién mat
rt ra tir ngan hang (Nguyén Dai Lai, 2020). O Viét Nam, nhitng ngudi c6 tai
khoan & ngan hang chu yéu 13 can b, cong chirc, vién chic dugc tra luong
qua tai khoan va nguoi dan sdng & cac do thi. Do do, dé phat trién dich vu
NHPDT, can phai giap cho mdi nguoi dan hiéu rd nhitng tién ich cua dich vu
nay dé ho hiéu hon, nim dugc wu nhuoc diém cia tung dich vu ngén hang, roi

tur do tu quyét dinh chon lya dich vu phu hop nhét v6i minh.
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4.1.4.3. Khdc biét vé mirc dé hai long voi dich vu NHDT cua khdch
hang theo dg tudi

Pa s6 khach hang trén 50 tudi c6 muc do hai long v61 dich vu NHDT
(PTB=4,06) & muc do thip hon so voi cac nhom khich hang tré tudi
(DTB=4,18) (Bang 4.13). Ly do dé giai thich cho két qua nay co thé 1a do da
s0 khach hang trén 50 tudi mat da kém hon nén khé doc trang web nho, khong
biét ngoai ngtt, thao tadc khong nhanh nhay, khong an tdm khi str dung dich vu
NHDT do lo ngai xung quanh van dé an ninh va gian lan, 15i giao dich cua
ban than dan dén nhing rui ro c6 thé gip phai. Mot khach hang nit & tudi 52,
song tai thi x4 Quang Yén, Tinh Quang Ninh cho biét “T6i c¢6 tai khodan tai
ngdn hang SCB chii yéu dé xem thong tin vé tai khodn, dé chuyén tién cho con
hoc ¢ xa hodc sir dung thé ngdn hang dé rit tién & ATM, ngodi ra téi khéng
sir dung cdc dich vu khdc ciia NHPT béi vi chi tiéu hang ngay bang tién mdt
don gian hon, dé kiém sodt giao dich bang tién. Thanh todn mua hang tric
tuyén doi héi nhiéu thao téc phirc tap trén may tinh hodc dién thoqi, can biét
mot sé tir tiéng Anh cho sur dung dich vu”.

O tudi 67, 6ng Lé Van B sbng tai Ninh Hoa, Tinh Khanh Hoa cho biét:
“T6i it sir dung dich vu NHPT vi thanh todn mua bdn hang ngdy chii yéu bang
tiéen mat nhung khi dich bénh COVID-19 bung phat, phai han ché ra ngoai
tiép xiic thi téi da sir dung nhiéu hon nhw mua hang mét sé6 mdt hang trén
mang Internet, tuy nhién t6i ciing gdp mot sé khé khan khi mua hang chdng
han khé nhin dia chi, sé dién thoai, cdc trang gioi thiéu san phcfm cua nha
san xudt trén mdy tinh, ddt hang nhung khong cé dich vu van chuyén san
phdam dén noi ¢ hodc chi phi van chuyén mua hang cao. Noi chung sit dung
dich vu NHPT nhiéu tién ich nhung doi véi nguoi cao tuéi la khé khan”.

Mot khach hang nit 60 tudi & Thanh phé Ho Chi Minh cho biét: “Chiéc

dién thoai nay la con gdi t6i mua cho va giup toi tao tai khodn roi huong dan
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cach sit dung. Ban dau t6i ciing thdy khé siv dung, dién thoai to qud cam
khéng quen tay, chirc ning ciing phirc tap hon logi dién thoai c6 san ban
phim, nhung ding vai tuan roi ciing quen dan. Téi sir dung dich vu NHPT dé
nhdn lwong hwu hang thang, chuyén khodn bang tai khodn ngdn hdng, mua
thirc dn, trdi cdy tir mét cira hang quen thudc da tranh dwoc tiép xiic gan
trong mua dich. Tuy nhién, toi it s dung dich vu NHDT vi thdy phikc tap, toi
hay quén tén truy cdp, mdt khau, so nham lan con sé vé tién”.

Mot khach hang nam 65 tudi & Ha Noi, sir dung cac tinh nang cta zalo,
facebook ban cac mat hang chin, ga, gbi, dém da chia sé¢ “Trang web ciia
NHPT nhé va khé doc, khéng c6 day di théng tin vé cdc dich vu NHPT nhu
thong tin tw can by ngdn hang chuyén trdach, co nhitng ngay toi giao dich
chuyén tien bi cham, doi lic bi tdc nghén. Toi thao tdac dién thoai cham mot
phan do phdi cdn thdn trong viéc chuyén tién vi néu c6 16i téi sé phdi chiu
toan bo trach nhiém va ngay ca khi ngdn hang cé hé tro xir Iy khiéu nai ciing
con phdi téi truc tiép chi nhanh ngdn hang, sé mdt rat nhiéu thoi gian va chi
phi cho gidi quyét 16i nay”.

Két qua phong van cho thiy, nhiéu ngudi trén 50 tudi s dung dién
thoai di dong thong minh truy cép Internet nhung chu yéu dé nhan luong hang
thang, chuyén tién, it khi tim hiéu thém cac dich vu NHDT khac. Piéu déng
cha y 1a tam 1y cua nhom khach hang trén 50 tudi 1a it két ndi k¥ thuat so,
thiéu kinh nghiém, thiéu k¥ nang k¥ thuat sé va phan nao d6 1a do ho dang
than trong hon trong viéc st dung dich vu NHDT. Két qua nay cliing tim théy
trong nghién ctru cta Gilly va Zeithaml (2003) vé ngudi cao tudi thiéu nhan
thirc vé cong ngh¢ dién tu, it st dung va lo ngai st dung cong ngh¢ dién tu
dan dén danh gia va mic d6 hai long vé chat luong dich vu NHPT khong cao

nhu thanh nién va cac nhom tré tuoi khac.
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4.2. Céc yéu to tam 1y lién quan dén sy hai long véi dich vu ngin
hang dién tir cia khach hang ca nhan

4.2.1. Cac yéu 16 chii quan lién quan dén sw hai long voi dich vu
ngdn hang dién twr cua khach hang ca nhdan

4.2.1.1. Tinh cdch cua khach hang

Sau khi stt dung phan tich tuong quan Pearson, tic gid ludn an nhén
thdy c6 su tuong quan gitra mot sd nét tinh cach véi murc d6 hai long nhur sau.

Bang 4.16. Hé s6 tuwong quan gitka mirc d hai long va cdc dic diém tinh cach

Heé s6 tuong quan Pearson Hai 1ong — Dic diém Tinh cach

(1) (2) 3) 4 () |6

Tinh tan tam (1) 1

Tinh nhidu tam (2) | .189%* |1

Tinh ¢&1 m& voi trai

nghiém (3) -.043 -.061 1

Tinh huéng ngoai (4) | .177** | 317** -.073* |1

Tinh d& mén (5) 008%% | 316%*% | 153%% | 173%* ||

Hai long (6) .01 .053 A25%* 1.063 266%* | 1
*p<0,05; ** p<0,01.

n =754

Trong sd 5 dic diém tinh cach duoc khao sat thi tinh coi mé voi trai
nghiém (r = 0,125; p < 0,01) va tinh dé mén (r = 0,266; p < 0,01) c6 mdi quan hé
tich cuc voi sy hai 1ong co ¥ nghia thong ké, trong d6 tinh dé mén c6 mdi tuong
quan v6i sy hai long manh hon. Céc ddc diém tinh cach khac khong ¢ mbi tuong
quan voi su hai 1ong. Két qua nghién ctru cho thay, tinh d& mén va tinh c6i md voi

trai nghiém cua khach hang c6 moéi c6 moéi quan hé tich cuc véi su hai long ve
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dich vu NHDT. So véi tinh ¢61 m¢& véi trai nghiém thi tinh dé mén cua khach
hang c¢6 twong quan nhiéu hon véi sy hai long vé dich vu NHDT.

Duya trén két qua khao sat, tac gia luan 4n quan tdm dén nhiing khach
hang c6 tinh d& mén va tinh c¢di mo véi trai nghiém. Giao tiép voi nhiing
khach hang c6 tinh d& mén tac gid luan an nhan théy ho wa thich cac kénh
thuong mai di€n tir/mua sdm truc tuyén dé mua cac san phém, dich vu nhu dat
hang va giao d6 an, thanh toan hoa don, chuyén tién. Nhirng nguoi ¢ tinh dé
mén cho biét ho rat hai long véi dich vu NHDPT. Khach hang c6 tinh céi mé
v6i trai nghiém thuong kham pha cac san pham, dich vu méi va dang co gia
khuyén mai & mot sé ngan hang. Pay 1a mot trong s nhiing nhan t& quan
trong khién ho dua ra quyét dinh mua hang qua cac kénh thuong mai dién
tir/mua sam truc tuyén. Ho kh4 hai long véi dich vu NHDT.

Mot diém dang chu y 1a cac tiéu chi quan tim hang dau ddi voi khach
hang tinh d& mén va tinh c6i mo vai trai nghiém 13 tap trung dédnh gia chét
luong ctia hanh trinh mua hang tir dau dén cudi: tir giao dich, giao hang dén
tra hang va hoan tién qua dich vu NHPT. Mot khach hang nam 30 tudi séng
tai Ha Noi co tinh dé mén noi “Téi sir dung dich vu NHDT cua BIDV dad duoc
5 nam nhan thd’y rat tién loi, chat luong dich vu t6t, nhén vién ngan hang
quan tam dén khdch hang. T6i thuong xuyén trao doi véi ban bé vé dich vu
NHPT vé tién ich, ciing nhw cdch bdo mdt thong tin ca nhdn, nhin chung téi
cam thcfy rat dé chiu khi sir dung dich vu nay”. Mgt khach hang nir 26 tudi
song tai thanh phd H6 Chi Minh c6 tinh céi mé véi trai nghiém chia sé “T6i
khong chi su dung dich vu NHDT ¢ mot ngdn hang ma toi co thé tin dung cua
mot sé ngdn hang. Doi véi téi ngdan hang ndo cé dich vu méi, ¢é khuyén mai
la toi quan tdm va wu tién su dung dich vu NHPT. Toi da su dung dich vu nay
gdn 4 nam, toi cam thcfy dich vu NHPT rdt thudn loi, dé sir dung. Tuy nhién

dich vu NHDT chwa co nhitng cdach quan Iy moi, cai tien dich vu chwa nhiéu,
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vi du, chwa cé nhan dang khdach hang qua anh, hodc chir ky, cdc thu tuc dang
ky sir dung dich vu van con mdt thi gio phdi cho doi ¢ ngdn hang, cdc 16i do
mdy riit tién ciing phai cho doi khd lau, khodng I tuan...”.

Két qua nghién ctru cta luan an phu hop voi nhitng phat hién ciia Bove
va Mitzifiris (2007), khach hang c6 tinh dé mén va tinh céi mo véi trai
nghiém hai long hon vé chat lugng dich vu so vdi khach hang c6 tinh tan tam,
tinh huéng ngoai va tinh nhiu tim. Nghién ciru cia McCrae & Costa (1987)
cho thy, nhitng nguoi ¢ tinh d& mén cao thuong 6n dinh vé cam xac, ¢6 mdi
quan hé hop tac giita cac c4 nhan, hoa dong xa hoi, tao ra cam gidc 4m ap va
duy tri mbi quan hé ca nhan véi nhitng ngudi khac. Ngudi ¢6 tinh d& mén va
tinh coi mé voi trai nghiém c6 xu hudng két giao voi nhitng nguoi khac.

Lassar va cong sy (2005) da xac nhan nhirng khach hang c6 tinh xa hoi
cao va k¥ nang xa hoi co nhiéu kha ning tham gia, sin sang tuong tac vdi cac
nha cung cap cac dich vu truc tuyén va duy tri mdi quan hé nay. O ho cac cam
xuc tich cyc duong nhu c6 tac dong manh mé dén su hai long cua ban than
hon so v6i cam xtic tiéu cyc. Pidu nay da thuc diy quang céo truyén miéng
tich cuc va khuyén khich hanh vi tiép tuc tiéu dung dich vu NHDT. Tuy
nhién, Lassar va cong su (2005) ciing cho ring, co rat it dit liéu trong tai liéu
chtrng minh mot cach c6 hé thdng co thé gitp giai thich két qua cac dic diém
tinh cach anh huéng dén mdi quan hé giira sy hai 1ong va hanh vi tiép tuc tiéu
dung dich vu NHDT.

Spake va Megehee (2010) dd phat hién ra rang, nhitng ngudi cé tinh coi
mo véi trai nghiém thuong nhéan thirc sang tao, tao ra su tin cdy ¢ nhiing
nguoi khac. Ho ¢6 cam xuc tich cuc voi sy kham phé cai moi. Ho thich sy da
dang va khi c6 mtrc thu nhap tang, ho thuong tim kiém cac lga chon thay thé
chét lugng cao hon. Do vay, & ho co6 su tang hoac gidm sy hai long va long

trung thanh vé1 mot thuong hiéu. Theo cac tac gia, nhitng nguoi co tinh tan
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tam thuong tu kiém soat, diéu chinh hanh dong cia minh. Ho thich & trong
mot bdi canh quen thudc, c6 sdc thai nd lyc hét minh cho cong viéc va c6 hi¢u
sudt cong viéc cao, thudng co ca cac cam xuc tich cuc va tiéu cuc vé chit
luong dich vu. Nguoi ¢ tinh hudéng ngoai biéu hién sy hoa dong, vui vé,
thich thu hat sy chi y vao ban than va tro chuyén. Ho ¢6 xu hudng ludn tim
kiém dich vy nhiéu hon dat téi mrc d6 tha vi va phan khich. Ho thuong theo
dudi cac mbi quan hé, cam thay dugc tiép thém niang lwong, tré nén hao himg
khi & bén ngudi khac. Mot s6 nghién ctu ciing két luan rang, nhitng khach
hang c6 tinh nhidu tim, kém 6n dinh thudng khong hai long, thudng 1a kiéu
ngudi kho dy doan hanh vi va dé tirc gian (Srivastava, 2007; Siddiqui, 2012).

4.2.1.2. Kinh nghiém sur dung dich vu ngan hang dién tir cua khach hang

Bién tan s sir dung dich vu NHDT (s6 lan str dung trong ngay/tuan/thang)
khong tao nén su khac bi¢t trong mirc do hai long gitra cac nhom.

Khi chia khach thé thanh 2 nhém: nhém cé kinh nghiém st dung dich
vu NHDT dudi 2 ndm va nhém c6 kinh nghiém st dung dich vy NHDT tur 2
nam trd 1én, tac gid luan an nhan théy c6 su khéc biét vé muc do hai long co ¥
nghia théng ké. S6 lidu nghién ctru chimg minh rang nhitng khach hang c6
kinh nghiém st dung dich vu NHDT nhiéu hon thi mac d6 hai long vé dich
vu NHDT cao hon. Piéu nay ciing dugc tim thdy trong nghién ctu cia
Gerrard, P., Cunningham, J. B., & Devlin, J. F. (2006) réng, hé théng thong
tin dich vu cang dugc st dung, khach hang cang c6 ky nang hon va ho sé
cang hai long hon véi cac két qua cua viée tim kiém thong tin dé st dung dich

vu NHDT.
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Bang 4.17. So sanh DTB hai long cua khach hang ca nhdn theo kinh nghiém

s dung dich vu NHDT
Bién n PTB PLC F t
Duédi1 2 nam 240 4,012 0,534 9,534 -4,756%**
Ttu 2 nam tré 1én 514 4,219 0,414

*p <0,05, **p <0,01
n="754

Independent-Samples T test

Két qua nghién ctru ctia ludn an pht hop véi nhimg phét hién cta Lassar

va cong su (2005) va Tuu va Olsen (2011) 1a sy quen thudc / kinh nghiém sur

dung Internet 1a mot yéu td quan trong anh huong dén viéc khach hang sir dung

Internet banking. Viéc khach hang c6 nhiéu kinh nghiém str dung mdy tinh, cong

ngh¢ ngan hang va kinh nghiém st dung dich vu ngan hang trude kia anh hudng

tich cuc dén sy hai long cia ho vé dich vu ngin hang.

4.2.2. Cdc yéu té khdch quan lién quan dén sw hai long véi dich vu

ngdn hang dién twr cua khach hang ca nhdan

4.2.2.1. Léi dich vu

Bang 4.18. So sdanh DTB sy hai long theo viéc co/khong gap 16i dich vu

Bién n | PTB | PLC | F t

1. Gap 16i dich vu

Co gip 16i 338 | 4,087 | 0,5 | 4,855 | 3,464%*
Khong gip 16i 416 | 4,206 | 0,43

2. Gip 16i truy cap tai khoan

Co gip 16i 187 | 4,076 | 0,481 | 0,001 | -2,607**
Khong gip 16i 567 | 4,178 | 0,458

3. Gip 16i chuyén tién, thanh toan

Co gip 16i 203 | 4,091 | 0,544 | 0,005 | -2,519*
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Khong gap 16i ‘ 551 ‘4,176 ‘ 0,514 ‘ ‘

Independent-Samples T test
*p <0,05, **p <0,01
n="754

Trong qué trinh st dung dich vu NHDT, khoang 45% (338 khach hang)
gip 16i dich vu, trong d6 phd bién nhit 1a 2 loai 13i truy cap va 1i chuyén
tién/thanh toan, day la cac loai hinh dich vu dugc sir dung thuong xuyén nhat.
Chi c6 dudi 30 khach hang gip 156i vé thong tin giao dich, phi dich vu va cac
16i khéc. Viéc gip 1i khi st dung va gip 15i truy cap va 15i chuyén tién/thanh
toan ndy tao sy khac biét trong mirc do hai 1ong ¢6 ¥ nghi vé mit thong ké
gifra cac nhom. Nhitng khach hang gap van dé khi st dung dich vu NHDT c6
murc do hai long & muc kha, DPTB = 4,09, trong khi nhitng khach hang khong
gip van dé& co muc do hai long cao, DTB = 4,21. Nghién ctru di cho thay c6
mdi lién hé gifra viéc 16i dich vu NHDT véi sy hai long.

Nguyén nhan khach hang gip 18i giao dich c6 thé dén tir 16i ky thuat
(hé thdng khong thé truy cap duoc, hé thdng bi ngit) hodc 16i quy trinh (giao
dich bi gian doan). “Nhw hém thir ba vira roi, t6i can phdi chuyén tién cho kip
bé sung thém hang Tét, song chuyén suot 2 tiéng dong ho, tir 10-12h triea, moi
lénh chuyén tien déu bi “do”, véi dong chir: Giao dich khong thuc hién duoc
trong luc nay, Quy khdch vui long thuc hién lai sau” (nit, 35 tudi, Ha Noi).,
“Téi ding app (hé thong NHPT trén dién thoai) Vietinbank chuyén tién cho
doi tac & BIDV, nhung luc thi bao 1i giao dich khong thuc hién duoc, luc thi
bdo la khéng nhdn dwgce théng tin tir ngdn hang thu hwéng” (nam, 29 tudi,

Tp. HCM).
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4.2.2.2. Su da dang trong phuong thirc su dung dich vu
Bang 4.19. So sanh DTB sy hai long theo sy da dang trong phuwong thirc su

dung dich vu
Bién n | PTB | DLC F t
Chi dung 1 phuong thuc 303 4,129 0,463 | 0,352 1,71%
Dung ttr 2 phuong thuc tré
on 451 4,188 0,466

Independent-Samples T test
*p < 0,05, **p <0,01
n="754

S6 lwong khach hang sir dung 2 phuong thirc dich vu NHDT chiém ty
1& cao nhit (43%), tiép dén 1a s6 luong khach hang sir dung 1 phuong thirc
dich vu (40 %) va 2 phuong thtrc (16%). Khach hang st dung trén 3 phuong
thirc dich vu chi chiém 1%. Cac phuong thirc niy bao gom Internet Banking,
Mobile banking, thé va cac phuong thirc khac. Nhom khach hang chi sir dung
1 phuong thire ¢6 mirc do hai 10ng 1a 4,12, thap hon so véi nhém sir dung tir 2
phuong thure tré 1én, PTB = 4,18 (p < 0.05).

Phong van khach hang cho thay rang, nhiéu nguoi ding ky s dung
thém phuong thirc dich vu NHDT nhung da dimg lai vi nhiéu Iy do khac nhau
nhu qua tén thoi gian, khong hai 1ong véi dich vu khach hang, khong c6 thém
nhu cau hoic it quan tim dén phuong thirc dich vu khéc, qua tén kém va lo
lang vé sy riéng tu. Sy thiéu hiéu biét vé nhan thirc cia khach hang vé nhiing
gi dich vu NHDT c6 thé cung cép c6 thé 1a mot trong sd 1y do giai thich tai
sao nhiing khach hang nay da dung st dung thém phuong thuc dich vu
NHDT. Mot s6 khach hang cho biét, viéc chuyén tién tai ngan hang nhiéu lic

cling phtrc tap phién ha vi c6 ngan hang chua duogc két noi lién thong vt cac
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ngan hang khac, khach hang c6 kho khan tiép can va st dung cac dich vu
moi. Khach hang sir dung nhiéu dich vu NHDT lo léng gap céc rui ro vé an
ninh, bao mat, thong tin ca nhan. Ho khong mudn chi phi ton kém hon khi st
dung nhiéu dich vu. Viée dang ky mé thé, m¢ tai khoan, dang ky st dung
dich vu phai dén chi nhanh ngan hang ma mot s6 dia phuong chi c6 & mot vai
dia diém cach xa noi ho cu tra.

Cac yéu t6 sy da dang trong phuong thirc sitr dung dich vu, 18i dich
vuva kinh nghiém st dung dich tao ra sy khac biét trong murc do hai long gitra
cac nhom, cho thay kha nang anh huong dén muc do hai long cia khach hang.
Do d6, cac yéu td nay s& dugc dua vao phuong trinh hdi quy boi véi bién phy
thudc hai 10ng dé danh gidc mirc do tac dong cua ching.

4.3. Sy hai long v6i dich vu ngian hang dién tir cia khach hang ca
nhén va y dinh tiép tuc sir dung dich vu ciia ho

4.3.1. Thuc trang y dinh tiép tuc sw dung dich vu ngan hang dién tir

Bang 4.20. Y dinh tié’p tuc sw dung dich vu ngdn hang dién tir

DTB y dinh tiép tuc st dung dich vu NHDT cua khach hang

TT | Céc yéu té ddc trung DTB | PLC

1 | Toi sé tiép tuc tiéu dung dich vu NHDT 4,36 | 0,64

To1 s€ tiép tuc ti€éu dung dich vu NHDT tai ngan
2 _ 4,28 0,70
hang ma to1 dang st dung

3 | Téi s€ sir dung dich vu NHDPT nhiéu hon 4,06 0,79
Toi s& gioi thieu cho ban be va nguoi than vé

4 . , 3,99 | 0,86
ngan hang va dich vu NHDT ma t61 da stir dung
DTB chung 4,17 0,52
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Luén an st dung 4 biéu hién vé y dinh tiép tuc str dung dich vu NHDT.
Két qua thu dugc nhu sau: Y dinh tiép tuc st dung dich vu NHDT cua khach
hang & mirc 46 kha (PTB trong khoang tir 3,41 dén 4,20). Khach hang déanh
gia cao nhét & khia canh s& tiép tuc tiéu dung dich vu NHDT, tiép theo 1a sé
tiép tuc tiéu dung dich vu NHDT tai ngan hang dang st dung va s& st dung
dich vu NHDT nhiéu hon, cudi cung 1a s& gidi thiéu cho ban bé va ngudi than
vé ngan hang va dich vu NHDT dang sir dung. Két qua nay cho thay, khach
hang c6 xu hudéng tiép tuc st dung dich vu NHDT tai ngan hang ma ho hai
long vé1 dich vu NHDT va giéi thi€u tich cuc vo1 nguoi than, ban be vé dich
vu va ngan hang nay. Y kién cua khach hang nhu “76i hdi long véi dich vu
NHDT, toi sé tié}? tuc mua va su dung dich vu NHDT” (Ni, 55 tudi, Ha Noi).
4.3.2. Méi quan hé giiva sw hai long va y dinh tiép tuc siv dung dich
vu NHDT cua khach hang
Bang 4.21. Twong quan giita y dinh tiép tuc sir dung dich vu ngdn hang dién

twr voi mue do hai long cua khdach hang

Bién (1) (2) 3) (4) 3) | ()
Tiép tuc st dung dich vu (1) 1

Tiép tuc sir dung tai ngan hang (2) | .469%* 1

St dung dich vu nhiéu hon (3) AD3%E | 4]0%% 1

Gi6i thi¢u ban be, nguodi than (4) | .409%* | .354%* | 409** 1

Y dinh tiép tuc sir dung (5) S41%* | 477%* | 451%* | 39]1** 1

Hai long (6) S554%% | 545%* | 552%% | [523%* | 556%* | 1

*p<0,05; ** p<0.01.
n="754
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Khi xem xét moi quan h¢ gitta ¥ dinh tiép tuc str dung dich vu ngan
hang dién tir véi mtrc @6 hai 1ong cta khach hang, sb liéu & bang cho thay c6
moi quan hé tich cuc kha manh giita y dinh tiép tuc st dung dich vu ngan
hang dién tir v6i sy hai long ctia khach hang (r = 0,556, p < 0,01). Mdi twong
quan gitra su hai 1ong cta khach hang véi tat ca cac biéu hién cta ¥ dinh tiép
tuc stir dung dich vy déu kha manh, trong do mbi quan h¢ gitra y dinh tiép tuc
tiéu dung dich vu NHDT véi sy hai 1ong ctia khach hang c6 mdi twong quan
manh nhat (r = 0,554, p < 0,01). Sb lidu nay cho thay, khach hai 1ong ¢ mirc
dd cao hon c6 xu huong thé hién y dinh tiép tuc st dung dich vu NHPT manh
mé& hon. Két qua nay phu hop véi cac két qua cia cac cong trinh nghién ctru
trude day nhu nghién ctru ciia Rychalski, Aude N. (2014), Sita Mishra (2014),
K. Aruna (2018), Tran Puc Thing (2015), Pham Long va Phan Dien Vy
(2016), Ngo Vu Minh, Nguyen Huan Huu (2016), Vu Minh Ngo va
Pavelkova (2017), Lé Thé Gidi va Lé Vian Huy (2018).

Bang 4.22. Tuwong quan giita cdc bién nhdn thirc, cam xiic tich cuc va mire do
hai long va y dinh tié;p tuc sw dung dich vu cua khach hang vé dich vu ngan

hang dién tur

Bién (1) (2) (3) 4)
Y dinh tiép tuc sir dung dich vu (1) |1

Hai long (2) 556%* 1

Nhan thirc (3) S517%% .890%* 1

Cam xuc tich cuc (4) 484%* .899%** 670%* |1
*p<0,05; ** p<0,01.

n="754

Neéu xét riéng moi quan hé gitra tirng madt biéu hién cta sy hai long, 1a

nhan thirc va cdm xuc tich cuc, véi y dinh tiép tuc st dung dich vu thi ca 2
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thanh t6 nay déu c6 mirc tuong quan tich cuc kha manh, tuong ting voi r =
0,517 va 0,484 (p < 0.01). Piéu nay lam ndi bat tam quan trong cla vai tro
nhan thirc, cam xtc tich cuc ctia khach hang d6i v6i su hai 1ong va ¥ dinh tiép
tuc str dung dich vu NHDT. Két qua nghién ciru nay tim thdy trong nhiéu nghién
clru vé tac dong tich cuc dang ké ctia nhan thirc, cam xuc tich cuc va sy hai long
d6i voi y dinh tiép tuc sir dung dich vu NHDT nhu két qua nghién ctiru Chea &
Luo, 2009; Ladhari, R. (2009), Chebat (2005), Hung va cong su (2021).

4.4. Kha ning du bao ciia cac bién sb tdm 1y téi sy hai long voi
dich vu ngan hang dién tir cia khach hang ca nhan

Pé dua cac bién dinh danh vé kinh nghiém sr dung dich vy, su da dang
trong phuong thie str dung dich vu va gip cac 16i dich vu vao mo hinh hoi
quy bdi voi bién hai long, cac bién nay dugc chuyén sang bién gia (dummy)
vO1 quy udc nhu sau:

Bién kinh nghiém st dung dich vu trén 2 ndm mang gia tri 1 néu khach
hang str dung dich vu trén 2 ndm va gi tri 0 d6i voi cac trudng hop con lai.

Bién sir dung tir 2 phuong thiic tré 1én mang gia tri 1 néu khach hang
st dung 2 phuong thirc trd 18n va gia tri 0 dbi voi cac truong hop con lai.

Bién khong 16i dich vu mang gié tri 1 néu khach hang khong 15i dich
vuva gia tri 0 ddi v6i cac truong hop con lai. Tuong tu ddi v6i bién khong gip

16i thanh toan/chuyén tién va khong gap 15i truy cap tai khoan.
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Bang 4.23. Hoi quy don ciia tieng ddc diém tinh cdch téi bién hai long cia

khdch hang

1. Tinh c¢&1 m&

Hé s6 R>= 0,4

Hé s R2 hiéu chinh = 0,39
Hé s6 Durbin-Watson = 1,037
Hé s6 F = 15,421%*

g He 50 c;;:; chudn Hé s6 chudn hod
Bien t p
B S.E. B
Hé s6 Constant | 3,992 0,044 90,192 | 0,00
Tinh co1 mo 0,091 0,015 0,142 3,927 0,00
2. Tinh d& mén
Hé s6 R>= 0,078
Hé sb R hiéu chinh = 0,076
Hé s6 Durbin-Watson = 1,572
Hé s6 F = 32,839+
Bids He so c;;:; chudn H¢ s6 chuan hod t )
B S.E. B
Hé s6 Constant | 3,673 0,085 43,049 | 0,00
Tinh d& mén 0,221 0,021 0,295 5,731 0,00
*p <0,05, **p <0,01
n="754
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Bang 4.24. Hoi quy bdi cdc yéu t6 tam Iy chii quan va khéch quan téi bién hai

long cua khach hang

Hé s6 R>= 0,154

Hé sb R2 hiéu chinh = 0,144
Hé s6 Durbin-Watson = 2,195
Hé sb F = 56,625%*

H¢ s6 chua H'eS:O
chudn hod chudn ; ;
Bidn hoa ; Heé so Heé so
p Tolerance | VIF
B S.E. B
He so 3,151 | 0,084 42,221 0,00
Constant
Kinh
gghl‘?mf“ 0,209 | 0,033 | 0,224 | 5934 | 0,00 | 0,99 | 1,01
ung trén
2 nam
Tinh de 0,187 | 0,035 | 0,219 | 5356 | 0,00 | 0,969 | 1,032
men
Khong g3p | 168 | 0021 | 0201 | 4,764 | 0,00 | 0974 | 1,027
161 dich vu
Str dung tur
Zphuong |6 106 | 0033 | 0,128 | 2,969 | 0,046 | 0977 | 1,023
thire tro
1én

n =754

*p <0,05, **p <0,01

Céc chi s6 kiém dinh mo hinh hdi quy trong bang 4.25 va 4.26 cho thiy

mo hinh phu hop véi dit liéu nghién ctru (gia tri p cta cac hé sd F déu <0,01).

Hé s6 Durbin-Watson ciia cac mé hinh déu trong khoang 1 dén 3 nén khong

c¢6 hién twong quan chudi bac nhat, hé sé VIF déu dudi 2 cho thiy khong co

hién tugng da cong tuyén. Céac biéu dd phén du chuan hoa va phan tan cho
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thdy phan du c6 phan phdi (xp xi) chudn, khong c6 mdi quan hé tuyén tinh
giita bién doc 1ap va bién phu thudc. (Phu luc 2 — phan 2).

Céc dic diém tinh cach 1a tinh d& mén va tinh coi mé da giai thich duoc
3,9% va 7,6% su bién thién ctia mac d6 hai long cta khach hang (bang 4.25).
Mirc R? nam trong khoang 0,02 dén duéi 0,13, khoang nay dugc coi 1a c6 khong
nhiéu tac dong trong cac linh vuc hanh vi clia ngudi tiéu dung (Cohen,1988). Tuy
nhién khi dugc dua vao phuong trinh hdi quy bdi v6i bién phu thude hai 1ong, tinh
dé mén van cho théy anh hudng tich cuc t61 muc do hai long trong khi bién tinh
cod1 mo

Khi xét t6i su tc dong tong thé clia tit ca cac yéu t6 tim 1y-x4 hoi trong mo
hinh 1y thuyét ti su hai 1ong v6i dich vu NHPT cua khach hang thi c6 tac dong
ctia 4 bién t6i mirc d6 hai long van cho thiy c6 y nghia vé mit thong ké, gdm tinh
dé mén, kinh nghiém stir dung dich vu trén 2 nam, st dung ttr 2 phuong thire tro
1én va khong gap 16i dich vu,. Céc bién con lai 13 tinh c¢& m&, khong gap 16i thanh
toan/chuyén tién va khong gip 16i truy cap tai khoan bj loai khoi mé hinh.

Nhom cac yéu td tam 1y chii quan va khach quan, gdm tinh d& mén, kinh
nghiém st dung dich vu trén 2 nam, str dung tir 2 phuong thure tr¢ 1€n va khong
gap 16i dich vu, c6 kha nang du bao duogc 14,4% su bién thién cta sy hai long
chung vé dich vu NHDPT (Bang 4.26). Theo Cohen (1988), hé s6 R? hiéu chinh
trong khoang 0,14 t61 dudi 0,26 duge danh gia 1a co6 tac dong kha 16n trong trong
cac linh vic nhu hanh vi ctia ngudi tiéu ding. Trong cac bién sb niy, kinh nghiém
str dung dich vu cta khach hang c4 nhan c6 anh hudng nhiéu nhat &én mic 4o hai
long cua ho vé dich vu nay (8 = 0,224, p < 0,01), tiép theo 1a tinh d& mén va
khong gip 16i dich vu, st dung tir 2 phuong thiic trd 1én ¢6 tac dong it nhat dén
muc d6 hai long (8 = 0,128, p <0,05).

Hé s6 chua chudn hoa B cua cac bién trong mé hinh hdi quy boi cho

thiy, trong diéu kién cac yéu t6 khac khong thay d6i, néu khach hang c6 mirc
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dd dé mén 1a 0, kinh nghiém st dung dich vu duéi 2 nam, chi dung 1 phuong
thire st dung dich vu va da ting 16i dich vuthi ho duoc du bao c6 murc hai long
thép 3,151. Néu khach hang c6 kinh nghiém st dung dich vu trén 2 nam, chua
ting gap 16i dich vy, sir dung 2 phuong thirc trd 1én thi mic d6 hai 1ong duoc ky
vong tang thém twong tng 1a 0,209; 0,168 va 0,106 diém. Mirc do hai long duogc
du bao ting 0.187 diém néu mirc do dé tinh tang 1 diém.

Vi du: mot khach hang c6 kinh nghiém str dung dich vu dudi 2 nam, chi
str dung 1 phuong thirc va da timg gap 16i dich vu, tuy nhién c6 mirc 46 dé mén &
muc kha 4, thi dg bdo hai long ciia ho & murc kha 1a 3,899. Mot khach hang vura c6
muc do d& mén kha 4, vira ¢6 kinh nghiém st dung dich vu trén 2 nam, st dung 2
phuong thire tr¢ 1€n va chua timg gap 16i dich vu, duoc ky vong c6 muc hai long
cao la 4.382.

4.5. Kha ning dw bao ciia sy hai long va cac bién s6 hai long dén y
dinh tiép tuc str dung dich vu NHPT

Bang 4.25. Hoi quy hai long voi y dinh tié}? tuc swr dung dich vu

Hé sb R2= 0,471 **

Hé sb R2 hiéu chinh = 0,461%**
Hé s6 Durbin-Watson = 1,518
Hé sb F = 301,760%*

1 He s6 chua chudn hod He s6 chuan hod
Bien t p
B S.E. S
Hé s Constant 1,332 0,113 12,57 | 0,00
Hai long 0,616 0,026 0,602 25,838 | 0,00
*p <0,05, **p <0,01
n =754

Su hai long co6 tac dong truc tiép té1 y dinh tiép tuc str dung dich vu
NHDT. Theo mé hinh dd duoc kiém dinh, sy hai long c6 thé giai thich duoc
46,1% cho y dinh tiép tuc str dung dich vu. Theo Cohen (1988), hé s6 R? hiéu
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chinh tir 0,26 tré 1€n dugce danh gia 1a c6 tac dong 16n trong trong cac linh vuc
nhu hanh vi ctia nguoi tiéu dung. Xét hé sd chua chuan hoa B theo bang 4.27,
trong didu kién cac yéu to khac khong thay ddi, néu mic do hai long 1a 0 thi ¥
dinh tiép tuc s dung dich vu du bdo & muc 1,42. Mirc d6 hai long tang 1 diém
du bdo s€ lam y dinh tiép tuc sir dung dich vu tang thém 0.616 diém. Tuc 1a néu
khach hang hai 1ong & mirc thap 3 diém, thi y dinh tiép tuc st dung dich vy dugc
du doan ¢ muc thap 3,18. Néu mirc d6 hai long cua khach hang & muc kha 4
diém, ¥ dinh hanh vi duoc ky vong dat mirc kha 3,796.

Piéu nay cho thiy sy hai 1ong v6i dich vu NHDT cua khach hang ¢
tac dong 16n té1 y dinh tiép tuc st dung dich vu nay ¢ khach hang ca nhan.
Hay no6i cach khac, trong bdi canh dich vu ngan hang dién t tai Viét Nam,
khach hang hai 1ong véi chat lwong dich vu ngan hang dién tir s& c6 xu hudng
tiép tuc st dung dich vu cua ngin hang, dong thoi s& c6 kha ning
tuyén truyén quang cdo bang miéng cho nhitng ngudi khac vé dich vu ngan
hang dién tr ciia ngan hang. Ké qua nay phu hop véi cac két qua cua cac
cong trinh nghién ctru trudc ddy nhu nghién ctu cua Lé Thé Gidi va Lé
Vin Huy (2012); Ngo Vu Minh, Nguyen Huan Huu (2016) va Pham Long va
Phan Dien Vy (2016); Vu Minh Ngo va Pavelkova, D. (2017).

4.6. Nghién ciru chian dung tAm ly dién hinh

4.6.1. Chan dung tim ly 1

Khdch hang hai long & mitc d6 thdp vé dich vu ngdn hang dién tir &
Tinh Quang Ninh

-Vai nét vé& dic diém nhan khau, tim 1y — x4 hoi caa khach thé

Khach thé tén 1a Th, 25 tudi, nit da co gia dinh va 1 con nho, da tot
nghiép tai trudng cao dang coéng nghiép, hién dang sinh song va lam nhéan
vién kinh doanh ctia mot cong ty tai thi xa Quang Yén, Tinh Quang Ninh.

Ngoai thoi gian 1am viéc & cong ty Th phu giup gia dinh ban hang thuc pham,
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tap hoa tai nha. Thu nhap khoang 6 — 7 triéu ddng/ thang. Th di st dung dich
vu NHDT dé mua hang bang dién thoai di dong dugc hon 2 nam.

- V& sy hai long biéu hién & nhan thtc vé dich vu NHDPT (DPTB = 2,64):
Trong qué trinh kinh doanh Th tu tim hiéu va c6 nhd ban bé hudng dan sir
dung dich vu NHDT. Th nhan théy, dich vu NHDT dap Umg nhitng muc dich
sit dung ctia minh. Y kién cua Th khi duoc phong van “sit dung dich vu
NHBT c¢6é nhiéu tién ich duoc tich hop nhw thanh todn tien dién thoai di dong,
thanh todn tién dién, mua ban truc tuyén, hoan tat mét dich vu moi noi, moi
liic. Céc giao dich sé dwge thuc hién tirc thi ké cd vao ngay nghi cudi tudn,
thir 7 hay chii nhdt. Dé dang truy cdp vao trang web ciia ngan hang dién tir,
dé dang qudn 1y théng tin tai khodn cd nhdn, kiém tra so dw tai khodn, dé
dang chuyén tién, thanh todn héa don, sao ké tai khodn cd nhdn. C6 thé rit
tien ¢ mdy ATM badt cir thoi gian nao, thong tin tai khodn cd nhdn dwoc
NHDT dam bdo an toan va tin cday”.

- V& su hai 10ng biéu hién ¢ cam xac vé dich vu NHPT (PTB = 2,49):
Th nhan théy c6 nhiéu cam xtc tich cuc sau khi st dung dich vu NHDT nhu
cam thdy thich sy chinh xac khi chuyén tién, chi cdn d4nh tén tai khoan s&
hién ra ngay tén ngudi chuyén khoan, cam thdy dé& chiu vi sy thuan tién do
khong phai di lai dé giao dich mua hang khong mat nhiéu thoi gian, giao dich
nhanh chéng, an toan hon 12 mang tién ra ngoai mua hang. Th noi “thich la
khéng phai di dén ngdn hang dé giao dich, truc tiép kiém tra s6 diw tai khodn
ciia bdn than, cam thdy dé sir dung mua ban, thanh todn hang héa, yén tim vé
tinh an toan va tin cdy cua dich vu NHDT.”.

Th cho biét khé khan ctia minh khi st dung dich vu NHDT “thiéu kién
thire sir dung may tinh nén chi siv dung dich vu NHPT théng dung nhw chuyén
tién, thanh todan héa don, chuwa dwoc hudng dan sir dung cac dich vu ngdn

hang truc tuyén an toan, bdo mdt, da c¢é hic gdp van dé giao dich tai chinh
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nhung khong nhdn dwoc sw hd tro théa dang ciia nhdn vién ngdn hang, mong
muon dwoc giao dich truc tié}) voi can bo ngdan hang dé cé thé dién giai hodc
dwoc giai quyét cdc van dé phiec tap mot cdach cu thé hon déng thoi can duwoc
tw vdn nhitng thong tin ma NHPT khong thé cung cdp day dii nhw mét can bé
chuyén trdach co du trinh do chuyén mon nghiép vu cua ngdan hang”. Th do6i
khi cam thdy kho chiu voi don vi ban hang qua dich vu NHPT bang dién
thoai di dong vi c6 nhitng mat hang giao khong dung theo mo ta vé chat luong
clia nguoi ban, cam thay, chi phi cho dich vu van chuyén giao nhan hang mua
qua dich vu NHBT con cao.

- Muc do hai long v6i dich vu NHDT: Th hai long véi dich vu NHDT
v6i mire thap (PTB = 2,56), dua trén két qua diéu tra, phong van cho thay, Th
hai long véi tinh thuan ti€n, tinh dé su dung, tinh an toan va tin cdy cua dich
vu nhiéu hon so véi tinh hd tro va gia ca dich vu NHDT.

- Vé mat y dinh tiép tuc st dung dich vu NHDT: Th tiép tuc st dung
dich vu NHDT tai ngan hang Agribank (BTB = 2,55).

4.6.2. Chan dung tim ly 2

Khdch hang hai long & mitc d6 thdp vé dich vu ngdn hang dién tir &
Tinh Khanh Hoa

-Vai nét vé dic diém nhan khau, tim 1y — x4 hoi caa khach thé

Khach thé nam tén 1a H 32 tudi, di c6 gia dinh va 2 con, di tt nghiép
PTTH, hién dang sinh sdng va lam nghé dénh bét ca bién tai thi xa Ninh Hoa,
Tinh Khanh Hoa. Thu nhap khoang hon 10 triéu dong / thang. H da sir dung
dich vu NHDT dé ban hai san, mua san phiam bang thé ngan hang, dién thoai
di dong dugc gan 2 nam.

- V& sy hai long biéu hién ¢ nhan thic vé dich vu NHPT (PTB = 2,58):
Trude day H khong c6 thoi gian tim hiéu, khong dugc gidi thidu, sau d6 H tu

tim hiéu va c6 nho ban bé hudng dan sir dung dich vu NHDT. H chua bao gio
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lén trang web clia ngan hang dé xem thong tin vé dich vu, vi nhu cau va pham
vi thanh toan cua minh khong doi hoi dén viéc phai tim hiéu thém nhiing
thong tin khac tr website ciia ngan hang. H kh4 hai long véi tinh thuén tién
ctia dich vu NHPT nhu nhanh chéng gitip minh chuyén tién & bat ky noi nao
ma khong phai dén ngan hang, giam bét thoi gian phai di lai dé thanh toan vi
gio gidc clia ngan hang ciing khong thuan tién cho minh. H hai 1ong vdi tinh
an toan va tin cay cua dich vu NHDT nhu ngan hang dam bao an toan bao
mat thong tin cua khach hang, tdc do xur 1y dich vu nhanh chéng, chinh xéac,
khong bj 16i.

H tra 101 khi dugc phong van nhu sau: “Téi ¢6 thé tw thiee hién cdc giao
dich qua NHPT ngay tai nha vé ciing thudn loi va tiét kiém thoi gian, chuyén
khodn va nhén tién giita cdc tai khodn cing hodc khédc ngdn hang lién két
nhanh chéng. Cdc giao dich sé dwoc thwc hién ké cd vao ngay nghi cudi tuan,
thir 7 hay chii nhdt. Mike phi dich dich vu Internet Banking ciia moi ngdn hang la
khac nhau. Tuy vao tung ngan hang sé co muc phi thu riéng. Co ngan hang thu
nhung ciing c¢é ngdn hang mién phi. Phi dich vy Internet Banking trung binh
khoang 10.000d/thang. Néu sir dung nhiéu phwong thirc dich vu Internet
Banking thi sé chi phi nhiéu hon, chi phi cho dich vu chuyén tién sang ngdn
hang khdc con cao, chi phi giao hang khi dung NHPT dé mua hang con cao. Téi
dung hai phuong thuce dich vu NHDPT la dién thoai di dong va thé tin dung”

- V& sy hai long biéu hién & cam xuc vé dich vu NHPT (PTB =2,50): H
c6 cam xuc tich cuc khi sit dung dich vu NHDT nhu cadm théy thich tinh an
toan va tin cdy, tinh thuan tién cua dich vu NHDT nhu sy chinh x4c khi
chuyén tién, khong phai di lai, khong mat nhiéu thoi gian dé giao dich mua
hang, thanh toan nhanh chéng, an toan. H cam thay thi vi vi thanh toan dién
tir chinh xac dén timg ddng nhu vay tiét kiém cho minh. Néu nhu thanh toan

bang tién mat thi cac con s6 nhd thuong dugc lam tron. H cho biét, c6 mdt lan
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minh bi mat thé da goi vé tong dai ciia ngan hang duoc nhan vién rat tan tinh
gitip d&, H cam thay an tdm va thoa man vé tinh hd tro cta dich vu NHDT. H
hai 1ong véi tinh hd tro ctia dich vu NHDT nhu su tra 15i cia nhan vién dich
vu vé van dé giao dich thanh toan qua NHPT.

Mot sb kho khan khi st dung dich vu NHDT theo y kién cua H “Chi
nhanh ngan hang chi dat o trung tam thi xd nén viéc mo thé, mo tai khoan co
gap kho khan vé viéc di chuyén va mat thoi gian dén giao dich truc tié}? tai
chi nhdnh ngdn hang. Pa sé ngwoi dan chiea dwoc tiép cdn véi hinh thirc
thanh todn dién tir nhiéu, khong cé thé ngdn hang, moi ngwoi van giik thoi
quen ding tién mdt, nén khi ban hdi san H it ding thé ngan hang, chii yéu
dung the dé rut tien mat. H thiéu kién thirc vé sir dung dich vu NHPT cua cac
ngdn hang. H ¢6 vai lan cam thdy khé chiu khi khong két néi dién thoai dwoc
VGi internet, véi trung tam cham séc khdach hang, déi khi rit tién mdt & cot
ATM phdi cho doi kha lau trong nhitng thoi gian cao diém va trung tam thi xa
Ninh hoa, tinh Khanh Hoa it may ATM”

- Mtc d0 hai long véi dich vu NHDT: H hai long véi1 dich vu
NHDT vé6i mirc thip (DTB = 2,54), cu thé H hai long véi tinh thuan tién,
tinh dé sir dung, tinh an toan va tin cdy, tinh hé tro nhiéu hon so véi gia
ca dich vu NHDT.

- V& mit ¥ dinh tiép tuc str dung dich vu NHPT: H danh gia & muc
thép PTB = 2,56. H van tiép tuc sir dung dich vu NHDT tai ngan hang minh
dang str dung dich vu nay.

4.6.3. Chan dung tam ly 3

Khach hang hai long 6 murc do cao vé dich vu ngdan hang dién tw 0 Ha Ngi

- Vai nét vé ddc diém nhéan khau, tim Iy — x hoi cta khach thé

Khach thé nir tén 12 Nh 36 tudi, tét nghiép dai hoc, da co gia dinh, 2
con, hién dang sinh song tai Ha noi, dang lam tai cong ty kinh doanh dién

may. Thu nhap khoang 10 triéu dong/ thang. Nh da sir dung dich vu NHPT dé
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chuyén tién, mua san phém béng dién thoai di dong, thé ngan hang dugc hon
3 nam. Nh di dén ngin hang dang ky str dung dich vu NHPT va dugc nhan
vién nhan hang huéng dan sir dung dich vu nay.

- V& su hai long biéu hién & nhan thire vé dich vu NHPT (PTB =4,17):
Nh nhan thay, dich vu NHPT nhanh chéng gitip minh chuyén tién véi thoi
gian 24/7 & bat ky noi nao c6 két ndi internet, thuc hién giao dich tai chinh
mot cach dé dang bang nhiéu phuong tién. Nh khong gap khé khin gi trong
thanh toan qua NHDT va chua gdp phai su cd trong qua trinh str dung dich vu
NHDT. Céc thanh toan tién dién, nudc hang thang qua NHDT rat thuan tién,
gia dinh khong lo lang ngimg cung cip ngit dién, cat nude sinh hoat do nhan
vién cta doanh nghiép dén nha nhiéu 1an ma khong gip chii nha dé thu phi
dich vu nay. Nh danh gia cao cic chuong trinh khach hang than thiét ctia ngan
hang nhu qua tang, gidam phi st dung dich vu NHDPT. Nh cho biét “Toi dé
dang quan 1y thong tin tai khoan cd nhan, kiém tra sé dw tai khodn, tién vay,
ldi sudt, thong tin giao dich mua badn, in sao ké... Toi thuc hién chuyén khoan
va nhdn tién giita cdc tai khodn ciing hodc khdc ngan hang lién két nhanh
chong chi sau vai phut thuc hién giao dich. Téi thuc hién thanh toan cac hoa
don truc tuyén nhanh chong nhu tien dién, nuwée, dién thogi, Internet...”

Nh thudng xuyén truy cép trang web cua ngan hang dé xem thong tin
vé dich vu, kiém tra tai khoan ca nhan. Nh cho biét “website ciia ngin hang
cung cdp nhiéu théng tin hitu ich vé dich vu, nhuw la hwéng dan cdch sir dung,
cdc chieong trinh khuyén mai, giam gid. Tuy nhién, cé mdt so thudt ngir
chuyén nganh tai chinh ngdan hang khé hiéu cho ngwoi méi sir dung dich vu
(vi du: thudt ngit chuyén tién “lién ngdn hang” cé thé hiéu la chuyén nhiéu ngan
hang cing ic ...). S lién két giita cdc hé thong thé chwa thit sw hoan hdo”.

- V& su hai 10ng biéu hién ¢ cam xac vé dich vu NHPT (PTB = 4,28):

Khach hang nay co nhiéu cam xuc tich cuc vé dich vu NHPT nhu cam théy
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yén tam vé tinh bao mat cua dich vu, an toan vi khong can cam nhiéu tién
theo ngudi khi mua hang, han ché kha nang bi mét tién. Nhan vién ngan hang
quan tam, c6 trach nhiém cao trong tra 11 giai quyét van dé cua khach hang.
Nh thich st dung dich vu thanh toan qua NHDT vi tinh chinh xdc va thuan
tién tiét kiém thoi gian cho khach hang. Nh cam théy dé chju vé phi dich vu
thuong nién hop 1y, phi sitr dung nhiéu phuong thirc dich vu duoc tinh theo
cac goi dich vy sir dung nén loi hon, van con phi dich vu chuyén tién lién
ngan hang nhung ciing chap nhan duoc. Nh cam thiy lo ling vé an toan bao
mat thong tin cta khach hang ctia ngan hang do nhéan thay kha nhiéu vy an
cap tién tir tai khoan ciia khach hang qua dich vu NHDT trong thoi gian gan
day. Tuy nhién, cic canh bao ciia ngan hang thudng xuyén, va hudng dan bao
mat thong tin cho khach hang da lam Nh yén tdm. Tur khi st dung dich vu
NHDT Nh khong gip su cb nao lién quan dén sy mét an toan thong tin tai
chinh cta ban than. Nh néi v6i ching t6i khi duoc phong van “Tir khi sir
dung dich vu NHDT t6i co thé ngéi tai nha dé dat hang, mua sam nhiéu logi
hang héa, dich vu thdt nhanh chéng, phan 1ém tai san va ciia cdi cdt giit trong
tai khodn ciia t6i giri tai ngdn hang cdm thdy yén tam hon la cam trong tay
hodc dé & nha; dé mua ban, thanh todn, chuyén tién, téi khéng phdi mang
theo nhiéu tién mdt, gidm thiéu rii ro mdt tién, bi cuép gidt, tién gid, nham
lan, thoi gian kiém dém”.

- Murc d6 hai long véi dich vu NHDT: Nh hai long véi dich vu NHDT voi
mirc cao (DTB = 4,22), trén co s két qua didu tra va phong van c6 thé xac dinh
Nh hai long vai 5 dac tinh cua dich vu NHDT la tinh thuan tién, tinh dé sir dung,
tinh an toan va tin cdy, tinh ho tro, gia ca dich vu NHDT.

- V& ¥ dinh tiép tuc str dung dich vu NHPT (PTB =4,21): Nh cho biét,
tiép tuc st dung dich vu NHDT & ngan hang dang diang ky. Tuy nhién, néu c6

dich vu NHDPT dép ting dugc nhitng nhu cdu ctia minh, ¢6 chuong trinh phi
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dich vu thdp hon hodc miém phi ¢ ngan hang khac thi Nh ciing st dung dich
vu nay ¢ ngan hang do.

4.6.4. Chan dung tam ly 4

Khdch hang hai long ¢ mitc do cao vé dich vu ngdn hang dién tir &
thanh phé H6 Chi Minh

Khach thé nam tén 1a T 40 tudi, trinh do thac si quan tri kinh doanh, da
c6 gia dinh, 2 con, hién dang sinh séng tai thanh phé HO Chi Minh, dang lam
tai cong ty tu nhan kinh doanh trang thiét bi van phong. Thu nhap khoang 15
triéu ddng/ thang. T da sir dung dich vu NHDT dé chuyén tién, mua san pham
qua dién thoai di dong, thé ngan hang dugc hon 4 nam.

- V& su hai long biéu hién & nhan thire vé dich vu NHPT (PTB = 4,25):
T thuong xuyén truy cip trang web cta ngan hang dé xem thong tin vé dich
vy, kiém tra tai khoan ca nhan, st dung website thanh toan tryc tuyén. T nhan
thdy website ctia ngan hang c6 nhiéu thong tin vé dich vu va c6 cc canh bao
vé tinh hinh an toan bao mat tai khoan cho khach hang, cic chuong trinh
khuyén mai, giam gia dich vu NHDT. T nhan thiy, dich vu NHDPT rat thuan
tién, nhanh chong, khong han ché thoi gian cho khach hang st dung dich vu
24/7, 365 ngay/nam va giao dich tai chinh & bat ky noi nio trong nudc, ngoai
nude co két ndi internet. Ngan hang dam bao an toan bao mat thong tin cta
khach hang stir dung dich vu NHDPT. Mang lu61 dich vu ngén hang thudn tién,
tde do thuc hién mdt giao dich nhanh chong. T khong gap kho khan vé thanh
toan qua NHDT gilta ca nhan véi cd nhan va c4 nhan v61 doanh nghi¢p. T
danh gia cao nhan vién ctia ngan hang tra 10i thic mic cta khach hang dé
hiéu, giai quyét nhitng phan nan cua khach hang ¢ hiéu qua va than thién. T
no6i khi duge phong van nhu sau: “T6i thuc hién mot s6 giao dich nhu kiém
tra s6 dw tai khoan, chuyén tién, thanh todn héa don, nap tien dién thoai, mua
vé may bay, tour du lich ... déu qua NHPT. Téi thdy, sir dung dich vu NHPT

thue sw thuan tién nhu toi khong phai dich than dén tru so ngan hang, chi can
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truy cdp vao website e-banking cua ngdan hang. Toi suw dung dich vu nay da
gidm bot cdc khdu vé thii tuc gidy 10, c6 thé tiép cdn véi bdt cir mét giao dich
nao cia ngdn hang vdao bdt cir thoi diém nao hodc & bat cir ddu cé internet,
T6i ¢6 bi mét lan gap phai sy co khong truy cdp dwoc vao tai khodan do van dé
bdo tri hé thong. Noi dung ciia website con thiéu thong tin vé nhitng van dé
thwong gdp cua khdch hang va cdach khdc phuc”.

- V& su hai 10ng biéu hién ¢ cam xac vé dich vu NHPT (PTB = 4,37):
Khach hang nay cam théy thich str dung dich vu NHDT vi su tién ich, yén
tdm vé tinh bao mat cua dich vu, thoa man véi tinh than phuc vu c6 trach
nhiém cao ctia nhan vién tai tong dai cham séc khach hang va cam thiy dé
chiu khi ban hang nhan tién nhanh, mua hang khong phai mang tién theo
ngudi va khong phai mét thoi gian dém tién, cam thiy nhe nhdm khi hoan tat
viéc mua ban hang, chuyén tién nhanh chong va vui vi tu kiém soat duogc kha
nang tai chinh, chi ti€u ctia ban than. T cho biét mét sd tinh huéng anh da gap
phai khi str dung dich vu NHDT nhu “mot lan riut tién mdt thé bi nudt, khong
riut dwoc tién nhung tai khoan bi trur tien,..mot so lan khong thuc hién dwoc
giao dich do 16i hé thong/nghén mang”.

- Mtrc do hai long véi dich vu NHDT: T hai long véi dich vu NHDT
v6i mire cao (PTB = 4,31), dua trén két qua diéu tra va phong van cho thiy, T
hai long v61 5 dac tinh: tinh thuan tién, tinh dé sur dung, tinh an toan va tin
cay, tinh ho trg, gia ca cua dich vu NHDT.

- V& ¥ dinh tiép tuc st dung dich vu NHDT (DTB = 4,32): T tiép tuc
sir dung dich vu NHDT ¢ ngan hang dang diang ky va s& tuyén truyén cho
nguoi than, ban be vé nhiéu tién ich cua dich vu NHDT.

Panh gia chung vé bon truong hop di nghién ciru

Qua nghién ctru bdn truong hop Th, H (c6 mirc d6 hai long thap) va Nh, T
(c6 mirc do hai long cao) cho théy, ho déu hai long véi tinh thuén tién, tinh an toan

va bao mat, tinh hd trg va tinh dé st dung cua dich vu NHDT. Ho hai long & mirc
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do thép hon v61 gid ca dich vu NHDPT. Nhin chung, cac khach hang trén dia ban
nghién ctru da thu thdp thong tin, lva chon va st dung dich vu NHDT thong
qua cac phén mém chuyén dung tich hgp trén di¢n thoai di dong, thé tin dung
hodc trang web cua ngan hang. Tuy nhién, hai khach hang & tinh/ thi xa su
dung dich vu NHDT chu yéu qua dién thoai di dong, thé tin dung. Ho sir dung
dich vu NHDT nhung it sir dung cong nghé thong tin, dan dén nhén thirc vé
dich vu NHDT chua ddy du. Hai khach hang ¢ thanh phd st dung dich vu
NHPDT qua nhiéu phuong tién cong nghé thong tin hon nhu qua dién thoai di
dong, thé tin dung, vi dién tir va céac trang web cia NHDPT. Do do6, khach hang
o thanh phé hiéu biét nhiéu hon vé dich vu NHPT, din dén st dung dich vu
nay thanh cong hon so vé1 khach hang & tinh/ thi xa. Khach hang & ndng thon
/ thi x4 thiéu diéu kién tiép can véi dich vu NHDT, thiéu thong tin, kién thirc
vé dich vu NHDT, vi vdy, méi trudong giao dich thanh toan qua NHDT chua
duge mo rong. Pay 1a mot trong nhiing yéu t6 dé giai thich thuc trang mic do
hai 10ng vé6i dich vu NHDT cta khach hang & thanh phd cao hon & tinh/ thi
xa. Két qua phan tich chan dung tam 1y cta 4 khach hang néu trén goi y cho
cac ngan hang nang cao chét luong dich vu NHPT can quan tim nhiéu hon
dén khach hang ¢ cac ving thi x4, nong thon. Cac ngan hang ciing can cha ¥
dén hiéu qua giao tiép voi khach hang bang vin ban, hinh anh va 16i néi qua
dién thoai di dong, cac trang web cuia ngan hang vi sy hai long véi dich vu
NHBT vé co ban lién quan dén nhan thic & cac khia canh tri giac, tuong
tuong va cam xuc tur trai nghiém tiéu dung.

4.6. Tiéu két chwong 4

Chuong 4 trinh bay két qua diéu tra thuc tién cta ludn an, khang dinh 4
gia thuyét ma luan an dat ra. S6 liéu cho thdy muc d6 hai long chung cua
khach hang & muirc d§ kha hai long (BTB = 4,15, PLC = 0,47).
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Trong céac yéu t6 nhan khau, chi c6 3 yéu t6 1a gidi tinh, do tudi va khu
vuc sinh séng tao khac biét co6 y nghia théng ké vé sy hai long vé dich vu
NHDT gitra cac nhom. Cac yéu t6 con lai nhu trinh d6 hoc vén, nghé nghiép,
thu nhap, tinh trang hon nhéan, khong tao su khac biét c6 y nghia théng ké vé
mirc d6 hai 10ng ctia khach hang vé dich vu NHPT.

Céac yéu té tam 1y chu quan va khach quan c6 mdi lién hé véi su hai
long ma ludn an dua vao xem xét bao gém: kinh nghiém st dung dich vy, dac
diém tinh cach (tinh d& mén va tinh ci mo), gip 16i khi sir dung va sy da
dang trong phuong thirc st dung dich vu déu c6 mdi twong quan véi su hai
1ong vé dich vu NHPT. Trong d6, yéu t6 anh hudng manh nhét téi sy hai long
1a kinh nghiém sir dung dich vu. Nhém 4 yéu t6 tdm 1y tinh d& mén, kinh
nghiém st dung dich vu, gip 16i khi str dung va su da dang trong phuong thirc
st dung dich vu c6 kha nang dy bao & murc kha cao vé murc do hai long.

Su hai long v61 dich vu NHDT cua khach hang c6 tac dong 16n t61 y
dinh tiép tuc st dung dich vu nay & khach hang cé nhan.

Nghién ctru 4 chan dung tam 1y dién hinh cho thay, khu vyc sinh sdng,
kinh nghiém st dung dich vu c6 anh hudng rat 16n dén muac d6 hai long
chung va ting yéu t6 nhan thirc, cam xuc tich cuc vé dich vu NHPT, ¥ dinh
tiép tuc str dung dich vu NHDT. Céc yéu td lién quan dén muc d6 hai long
thap v6i dich vu NHPT ciia khach hang & nong thon / thi xa: thiéu diéu kién
tiép can v6i dich vu NHDT, thiéu thong tin, kién thirc vé dich vu NHDT, moi
truong giao dich thanh toan qua NHPT chua dugc mé rong.

Nhitng phat hién trén la co s& quan trong dé luan 4n dua ra cac dé xuit

cac kién nghi can thiét va nghién curu tiép theo.
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KET LUAN VA KHUYEN NGHI

1. Két luan

Qua trinh phan tich tong hop tai liéu nghién ciru vé sy hai 10ng cho thay
c¢6 nhitng cach tiép can khac nhau trong khai niém su hai long. Cac nghién
clru ndy van con nhiéu khia canh chua thdng nhat vé viéc dénh gia su hai
long. Luan 4n tién hanh nghién ctru véi mau 754 khach hang dang sir dung
dich vu NHDT ¢ hai thanh phé 13 Ha Noi va thanh phd H6 Chi Minh va & hai
tinh 1a Quang Ninh va Khanh Hoa trong thoi gian 3 ndam tu 2019- 2021. Tu
két qua nghién ctru c6 thé rat ra mot s6 két luan sau day.

1.1. Vé Iy luin

Vé mit 1y thuyét, cac nghién ctu trudc diy di bi han ché trong viéc
lam 16 cdu trac tAm 1y cta sy hai 1ong cta khach hang. Luan an di lam séng
to mot s6 1y thuyét Tam 1y hoc ung dung giai thich vé sy hai long cua khach
hang nhu 1y thuyét vé nhan thirc, 1y thuyét vé nhu ciu ciia ca nhan va nhom
xa hoi (H. Murray, A. Maslow, A.G. Kovaliop), 1y thuyét vé cam xuc cua
Izard (1972), Ekman (1993), 1y thuyét cong bang (G. Homans, 1980), Iy
thuyét hanh vi dy dinh cta Ajzen (1985, 1988). Cac khai niém trong luan 4n
dugc xay dung & goc do Tam 1y hoc. Luan an da st dung khai niém “Sw hai
long voi dich vu NHDT cua khach hang ca nhan la danh gia cua ho vé dich
vu NHPT dya trén nhdn thire va cam xiic tich cwc vé cdac ddc tinh: tinh thudn
tién, tinh bdo mdt va an todn, tinh dé sir dung, tinh ho tro va gia ca cua dich
vu NHPT”.

Luan an da phan tich biéu hién cia sy hai long v61 dich vu NHDT trén
binh dién nhan thirc va cam xuc tich cuc vé cac dic tinh cta dich vu NHDT,
Lu4n an da chi ra cac yéu t6 anh hudng dén sy hai long ciia khach hang bao
gém cac yéu t6 chu quan: dac diém tinh cach va kinh nghiém sir dung dich vu

ngan hang dién tir va céc yéu td khach quan: 16i dich vu va su da dang trong
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phuong thtre str dung dich vu ngan hang dién tir. Trén co so téng quan cc cong
trinh nghién ctru co ban va chuyén sau vé sy hai 10ng, su hai long ctia khach hang,
su hai long cta khach hang v6i dich vu ngan hang va NHPT, va cac yéu to lién
quan. tiép can céac ly thuyét khac nhau trong tdm 1y hoc ludn an da xay dung md
hinh 1y thuyét vé su hai long cta khach hang véi dich vu NHPT cho viéc trién khai
nghién ciru thyc tién.

1.2. Vé thue tién

Lu4n an di tién hanh diéu tra thtr 250 khach thé dé kiém tra do tin cay
va tinh hiéu luc cta cac thang do; diéu tra chinh thtrc trén 754 khach thé (gém
301 nam va 453 nit & do tudi 18 dén 60, v6i nhiéu nganh nghé khac nhau),
phong van sau 3 lanh dao ngan hang va phac hoa 4 chan dung tam 1y. Két qua
nghién ciru chi ra rang mirc do hai long véi dich vu NHDT cuia khach hang ca
nhan hién nay & mic d6 kha hai long & ca khia canh nhén thuc va cam xtc. Két
qua nghién ctu da xac nhan khach hang hai long véi 5 dac tinh caa dich vu
NHDT (thuan tién, dé sir dung, an toan va tin cdy, hd tro va gia ca dich vu),
hai 1ong cao nhét vé tinh thuan tién va tinh dé str dung. Pa sb khach hang c6 ¥
dinh tiép tuc st dung dich vu ngan hang dién tir trong tuong lai, c6 xu hudng
khuyén nghi nguoi khac sir dung dich vu ngan hang dién tir, khach hang co
murc d§ hai long cao hon c6 ¥ dinh tiép tuc st dung dich vu NHDT manh mé
hon. Mtrc dd nhén thic vé dich vu va cam xuc tinh cuc vé dich vu duoc nang
cao s& dan dén sy hai long v6&i dich vu NHDT cua khach hang.

C6 su khac biét trong su hai long vé dich vu NHDT theo nhém gidi
tinh, d6 tudi va khu vuc sinh séng. Khach hang sinh song ¢ thanh phd c6 mirc
d6 hai long cao hon khach hang sinh séng & nong thon/ thi xi. Khach hang
nam c6 muc d6 hai 1ong cao hon khach hang nit, nhat 1a & khia canh nhan thirc.
Khach hang dudi 50 tudi c6 mirc d6 hai long cao hon khach hang trén 50 tudi.

Dicu nay co lién quan dén kha nang nhan thic va kha nang sir dung cong
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nghé & ngudi cao tudi thudng thip hon so véi nhom tudi nhé hon. Nhitng
ngudi ¢6 kinh nghiém sir dung dich vu ngan hang dién tir nhidu hon thi hai
long hon. Céc yéu td nhu trinh d6 hoc van, nghé nghiép, thu nhap va tinh
trang hon nhan khong tao ra su khac biét c6 y nghia thong ké vé mic do hai
1ong vé dich vu NHDT giita cdc nhom khach hang.

Khi xem xét cac dic diém tam Iy ctia khach hang, két qua cho thay, sy
tac dong cua dong thoi 4 yéu tb, tinh d& mén, kinh nghiém st dung dich vu,
16i dich vu va sy dang dang trong phuong thuc sir dung dich vy, & muc kha
manh dén su hai long ctia khach hang ¢4 nhan vé dich vu NHPT. Tinh c6i mo
c6 tac dong yéu dén su hai long cta khach hang c4 nhan vé dich vu NHDT.

Tom lai, luan an da thuc hién cac ndi dung va cac budc co ban trong
nghién ctru nhu tong quan cac nghién ciru, xdy dung co s& 1y luan, xac dinh
mo hinh nghién ctru véi cac yéu td tac dong, diéu tra khéo sat, kiém dinh thuc
té. Muc dich cua nghién ctru da dat duoc la xac dinh marc d§ hai long chung
cua khach hang véi dich vu NHDT, biéu hién cua sy hai long, cac yéu td lién
quan dén su hai 1ong va anh hudng cta sy hai 1ong dén ¥ dinh tiép tuc tiéu
dung dich vu NHDT cua khach hang. Sy tac dong cua cac yéu t6 tm 1y, nhan
khau goi ¥ mot sé khuyén nghi cho cac ngin hang vé cac giai phap tam 1y —
x3 hoi nham nang cao murc d6 hai 10ng véi dich vu NHDT ctia khach hang.

2. Khuyén nghi

Tur két qua nghién ctru ly luan va thyc tién su hai long v6i1 dich vu NHDPT
ctia khach hang c4 nhan, tac gia luan an dé xuat mot sé khuyén nghi sau day nham
nang cao sy hai long va4i dich vu NHDT cua khach hang ¢4 nhan.

2.1. Pdi v6i cac ngin hang

- Nang cao nhan thirc ctia khach hang vé chét luong, gia ca dich vu

ngan hang dién tur.
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Duy tri khach hang hién c6 va thuc ddy tiéu dung trong twong lai 1a
muc tiéu quan trong nhat déi voi cac NHDT. Ngan hang nén xem xét cung
cép mot moi treong st dung dich vu NHDT thuén tién, dé sir dung, an toan va
tin cdy, c6 su hd tro va gia ca hop 1y cho khach hang, trong d6 tinh thuén tién
va tinh d& str dung can quan tdm nhiéu nhat. Piéu nay s& khong chi cai thién
chat luong dich vu ma con nang cao su hai long cua khach hang véi dich vu
NHDT va y dinh tiép tuc st dung dich vu NHDT.

Ngan hang cin cung cdp thém nhiéu hon cac dia diém giao dich
NHDT, dac biét ¢ thi xa / nong thon, tao mai trudong thuan loi va hd tro khach
hang st dung cac dich vu NHDT. Ngan hang can don gian héa thu tuc ding ki
st dung dich vu va hinh thirc léy lai thong tin da mat. Van dé an toan va bao
mat 13 van d& quan trong ddi v6i ngan hang dic biét 1a NHPT. Dé dan t6i
thanh cong trong phuong thirc cung cdp dich vu ngan hang méi nay, diéu dau
tién 1a ngan hang phai chiém duoc 1ong tin ctia khach hang. Ngan hang can ap
dung cac bién phép an toan can thiét va gido duc khach hang. Ngan hang c6
thé gido duc hodc canh bao nguy co cho khach hiang bang cac thong bao in
trén ban sao ké tai khoan, thu, don dang ky dich vu. Va ludn nhic nhé khach
hang tuan theo cac quy dinh dam bdo an toan.

Can cung cép kién thuc va huéng dan st dung dich vu NHDT cho
khach hang thong qua cac phuong tién truyén thong, trén website ctia ngin
hang, tuyén truyén quang ba giéi thiéu cac dich vu mdi cho khach hang
huéng t6i nhu cau cia khach hang. Can day manh kinh doanh thong tin trén
Internet, tich hop tién ich tim kiém théng tin va danh gia dich vu trén trang
hién thi chi tiét dich vu. Cac ndi dung thong tin bang vin ban, hinh anh va 1oi
noi qua dién thoai di dong, cic trang web cua ngan hang phai cap nhat, chinh

xac, dé doc, dé hiéu. Can tang cuong nghién ctru, khao sat y kién, dong gop
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phan hoi ciia khach hang dé ngan hang c6 hudng cai thién va phat trién dich
vu cho phu hop.

Giam phi dich vu cho cac giao dich dugc thuc hién thong qua hé théng
ngan hang dién tir bang cac chuong trinh khuyén mai, wu dii dinh ky, cung
cép thém cac dich vu truc tuyén mién phi.. .Ngoai ra, ngan hang nén m¢ thém
cac tinh ning xuat hién bang thong bao cic mic phi cu thé c6 thé phat sinh
cho timg loai giao dich trudc khi khach hang hoan tat thao tac, diéu nay sé
gitip khach hang nim 1 ndi dung cac khoan phi bi thu va can nhéc trudc khi
thuce su thuc hién 1énh trén hé théng.

- Tang cudng cam xuc tich cuc cua khach hang vé dich vu ngan hang
dién tu.

Piém dic biét cta cac dich vu NHDT 1a cac san phém dich vu duoc thé
hién trén website clia ngan hang. Cac loai dich vy, chirc ndng cua dich vy, céac
tién ich mién phi, khach hang déu xem trén website ctia ngin hang.
Khach hang tim hiéu dich vu NHDT chu yéu bang tri gic, tudng tuong. Vi
vy, cac ngan hang mudn thu hat duoc khach hang cin phai xdy dung mot
website vé ngan hang dién to dep, dé hiéu va than thién véi nguoi dung, voi
day du cac tinh niang dé khach hang c6 thé lya chon dé dang truy cdp vao hé
thdng, dic biét viéc truy cap phai co tdc d6 nhanh, cac menu phai day du dé
tao diéu kién cho khach hang giao dich thuan lgi. No1 dung ctiia website cua
ngan hang cin dé cip dén cac van dé thudng gip nham tao diéu kién cho
khach hang d& tim hiéu, st dung khai thac cac tién ich cua dich vu.

Céac website ctia ngdn hang cin tao ra sy an toan, an ninh cho khach
hang, nang cao tinh an toan cho mat khau, cling nhu ning cao nhéan thirc
khach hang vé cic rai ro giao dich lam cho khach hang yén tdm va san sang
str dung dich vu. Can tuyén truyén cho khach hang hiéu rd chinh sach gia ca

dich vu NHDT, chu y dén nhu cau, thoi quen vé gia, quan tam dén khach
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hang trung thanh dé tao ra cam xuc tich cuc cta khach hang. Trang chi, Web
site ngan hang co thé duoc st dung voi nhiéu muc dich khac nhau. Déi véi
ngan hang thi n6 1a mot thi trudng thong tin trén mang. N6 cho phép xtc tién
cac hoat dong quan hé giita ngan hang va khach hang. Cac ngan hang can can
nhic dén viéc td chirc nhiéu céac giao dich thuc sy trén cic trang chu hon
nham chiém 10ng tin khach hang, xo4 bo méi e ngai ban dau ciia khach hang
vé NHDT.

- Nang cao kién thtrc chuyén mén va ky ning chim soc tim 1y khach
hang cho luc lugng lao dong ctia ngan hang.

Chu trong dau tu nhiéu hon vao cong tac dao tao boi yéu td con ngudi
van 13 yéu td quyét dinh thanh cong cua kinh doanh. Poi ngii nhan vién, dic
biét 1a cac giao dich vién ngan hang, nhiing nguoi thudng xuyén tiép xuc
truc tiép voi khach hang dé quang ba, tuyén truyén vé dich vu NHPT. Do
vay, cac ngan hang can phai dao tao mot doi ngli nhan vién c6 cac k¥ nang
nghiép vu str dung Internet chuyén nghiép, chii dong nghién ciru tim hiéu nhu
cau cua khach hang nhim mang lai cho khach hang dich vu can thiét dung
lac, ting cudng dich vu sau ban hang dé nhanh chong lip day su hiéu biét
chua day du vé dich vu NHDT ctia khach hang. Can cung cap kién thirc vé k§
ning giao tiép khach hang cho cic nhan vién, yéu cau tit ca cac nhan vién
phai biét va stir dung dugc cac k§ ning giao tiép nay tir d6 méi c6 thé tuyén
truyén cho cac khach hang vé loi ich ciing nhu cac tinh nang hién dai cta dich
vu NHDT.

Céc ngan hang thwong mai can chu trong t6i k¥ ning cham séc tim 1y
khach hang, cu thé nhu 1a céi mo, té nhi, twoi cuoi, lich thi€p, giong nodi am
ap, dé chiu trong huéng dan khach hang cach thuc hién cac giao dich dung
quy trinh dé tranh rai ro tai chinh. Trong khi tu van, can giai thich chu ddo va

khuyén cdo day du vé nhitng truong hop nao khach hang co thé bi loi dung,
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huéng dan khach hang ti mi cach nhéan biét website chinh thirc ctia ngan hang,
san sang giai quyét cac van dé kho khin, khic mac cta khach hang trong qua
trinh giao dich dé tao ra cac cam xuc tich cuc cta khach hang sau khi ti€u
dung dich vu NHDPT. Hon nita, can cha y t6i k¥ nang kién tri, ddm bao tinh
chinh xac, kip thoi ctia giao dich, nhanh chong xir 1y cac su ¢b xay ra ddi véi
cac giao dich ctia khach hang, tranh dé mat thoi gian chd doi ciia khach hang,
tranh dé khach hang bi thiét hai ddn dén khong hai hong véi ngan hang.

Két qua nghién ciru ctia ludn an cho thay yéu tb gidi tinh, d6 tudi, kinh
nghiém st dung dich vy, dac diém tinh cach c6 lién quan dén sy hai long cua
khach hang. Vi vay, giao dich vién ngan hang can hiéu biét tam 1y cta cac
nhom khach hang dé giao tiép phu hop. Cac giao dich vién ngan hang co thé
xac dinh nhimg kiéu tinh cach c6 kha ning hai 10ng va nhiing kiéu khong hai
1ong dé nhdm muc tiéu rd hon trong viéc phan bo cac ngudn luc tiép thi. Can
dua thong tin mot cach d& hiéu dén cac khach hang hién hitu va tiém ning dé
gia tang lugt giao dich cling nhu $6 lugng khéach hang stir dung dich vu. Vi duy,
tinh d& mén va tinh céi mo vdi trai nghiém trong nghién ctru cta luan an co
anh huong dén su hai long cua khach hang. Giao dich vién ngan hang c6 thé
vu tién tiép thi nhitng khach hang c6 tinh dé mén va tinh coi mo véi trai
nghiém vi khach hang co kiéu tinh cach ndy c6 nhiéu kha ning hai long vé
chat lugng dich vu va duy tri mbi quan hé 1au dai v6i ngan hang. Ngoai ra,
ngan hang can cha ¥ hon khi cung cp dich vu cho nhitng khach hang co tinh
tan tam, tinh huéng ngoai va tinh nhiéu tim vi nhirng trai nghiém ti€u cyc véi
cac 16i giao dich co thé lam gidm cam xuc tich cuc cua ho vé dich vu NHPT
va ngan hang cung cap dich vu nay.

V&i muyc dich nang cao su hai 1ong ctia khach hang dé tir 46 gia tang
hanh vi tiép tuc st dung dich vu NHPT cua ho, cic ngan hang can thu thap

thong tin vé dic diém tinh cach ctia khach hang qua khao sat hodc quan sat
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tryc tiép khi giao tiép hodc trong quan sat qua trinh st dung dich vu nhu 10i
no6i biéu hién suy nghi, cam xuc ctia ho, cach ho twong tac trén phuong tién
truyén thong va thong qua cac hanh vi sau khi mua/str dung dich vu tir phan
tich dir liéu vé ho bang cong nghé thong tin dé tim hiéu vé khach hang va
gitip ngan hang cung cap dich vu tét hon.

2.2. Pbi v6i khach hang sir dung dich vu ngin hang dién tir

- Néng cao kién thire va k¥ ning st dung dich vy ngan hang dién tir

Khach hang can tu hoc, tu trang bi thém nhiing kién thirc va thuc hanh
thanh thao cac ing dung céng nghé thong tin, tham du cac 16p ngan han, trao
d6i thong tin vé dich vu NHDT véi can bo ngan hang... Khach hang nén
thudng xuyén truy cip thong tin 1én mang. Bing cach tra cru ndy, bién
Internet thanh thir cong cu gan gili phd bién cho ban than, tir d6 tao thoi quen
dung Internet trong doi thuong. Ngoai ra, viéc hoc hoi kinh nghi€ém tir nhitng
ngudi st dung dich vu NHDT lau ndm ciing gép phan nang cao kién thirc vé
dich vu NHDT.

Khach hang can truy cp website ciia ngan hang dé nam bat thong tin
vé giao dich NHDT. Can thuc hién cac giao dich ding quy trinh dé tranh rui
ro, dit mat khau du kho (gdm ca sb, chir thuong, chit hoa, ky tu dic biét...) dé
khong bi cac ddi tuong x4u do ra mét khau dé danh cép thong tin, trong
truong hop bidanh cép thé tin dung, thé ATM... can théng bao kip thoi cho
ngan hang dé c6 bién phap xir Iy. Khach hang thuc hién cac hoat dong nay s&
nang cao nhan thirc, tao ra cdm xuc tich cuc vé dich vu NHDT va hinh thanh
ky nang st dung dich vu NHDT.

M5t s6 han ché cta luan an

Nghién ctru ctua ludn an danh gia mic do hai long véi dich vu NHDT
ctia khach hang ca nhan tap trung & khach hang tré tudi va cha yéu & thanh
phé 16n. Bé danh gia thyc té sy hai long ctia khach hang véi dich vu NHPT &

nudc ta nén di€u tra s6 luong nhi€éu hon nhoém khach thé ¢ thi xa/ nong thon,
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nhoém nguodi cao tudi dang str dung dich vu NHDT. Nghién ctru ctia luan an
cling chua xem xét cac yéu té anh huong dén su khong hai 10ng cua khach
hang vo1 dich vu NHDT dé xac dinh sy khéc biét gifra cac yéu td lién quan
dén sy hai 10ng va su khong hai long ctia khach hang. Nghién ciru trong twong
lai can tién hanh thuc nghiém tdm 1y nang cao nhan thirc cta khach hang vé
dich vu NHDT dé khang dinh tinh kha thi cia mot s6 bién phap tam 1y — xa
hoi gop phan cai thién mutc d6 hai 10ng cua khach hang véi dich vu NHDT.

171



DANH MUC CONG TRINH KHOA HQC CUA TAC GIA LIEN QUAN
PEN LUAN AN

1. Trang, N. M. (2022), “The Influence of Personal Characteristics on Customers’
Perception of E-Banking Service Quality and Cost Effectiveness in Vietnam”,
Open Journal of Social Sciences (10), pp. 377-391.

2. Ngo Mai Trang (2021). “The relationship between perception of mental
benefits, perception of E-banking service quality and customer satisfaction:
A study in Hanoi, Vietnam”, Psychological Health in Modern
Society, Vietnam National University Press, Hanoi, pp. 306-323, 12-2020.
ISBN 978-604-315-580-8.

3. Ngb Mai Trang (2022), “Cam xtc tich cyc ctia khach hang c4 nhan vé chat
luong dich vu ngan hang dién t”, Tap chi Tam Iy hoc (2), tr. 73-83

4. Ngb Mai Trang (2022), “Nhan thtrc cua khach hang vé chét luong dich vy
ngan hang dién t0”, Tap chi Tam Iy hoc (11), tr. 84-96.

172



10.

11.

TAI LIEU THAM KHAO

Tiéng Viét

Ngb Ptrc Chién (2022), “Nghién ctru mdi quan hé giita Xt 1y khiéu nai,
Su hai 1ong, Niém tin va Long trung thanh cta khach hang ca nhén trong
nganh ngan hang”, Tap chi Kinh té & Phat trién (295), tr. 51-62.

Vii Diing (chu bién) (2008), Tir dién tam 1y hoc, NXB Théng ké, Ha Noi.
Vi Diing (2007), Gido trinh Tam Iy hoc quan Iy, NXB NXB DPai hoc su
pham, Ha Noi.

Tran Vin Diing (2020), “Phat trién dich vu ngan hang dién tr & Viét Nam
hién nay”, Tap chi Tai chinh ky 2 thang 11/2020.

Lé Thé Gi6i va Lé Van Huy (2012), “Nghién ctru mdi quan hé gitra chat
lugng dich vy, su hai long va long trung thanh cua khach hang trong linh
vuc ngan hang”, Tap chi Cong nghé ngan hang (7), tr. 35-48.

Ha Nam Khanh Giao (2019), “D9¢ hai long cua khach hang st dung thé
thanh toan tai TPHCM”, Tap chi Cong nghé Ngdn hang (6), tr. 24-34.
Truong Thi Khanh Ha, Trin Ha Thu (2017), “Tim hiéu thang do nhan
cach nam nhan t6 rat gon”, Tap chi Tam ly hoc (10), tr. 69-79.

Lé Vin Hao, Knud S. Larsen (2012), Hanh vi t6 chirc trong mét thé giGi
dang thay doi, NXB Pai hoc Quéc gia, Ha Noi.

Mai Nghia Hiép (1998), Tdam Iy hoc tiéu ding, NXB Chinh tri Qudc gia.
Phan Thi Mai Huong (2011), “Su hai long vé xa hoi, vé cong viéc va vé
cudc sdng ca nhan ctia ngudi cong nhan hién nay”, Tap chi Tam Iy hoc
(7), tr. 23-33.

Phan Thi Mai Huong (2013), Phwong phap nghién cuu trong Tam Iy hoc,
Nxb. Khoa hoc Xa hdi, Ha Noi

173



12.

13.

14.

15.

16.
17.

18.
19.

20.

21.

22.

23.

Phan Thi Mai Huong, P4 Thi Lé Hang (2018). “Sy hai long vé cong viéc
cua nguoi lao dong”, Tap chi Tam Iy hoc (10), tr. 45 - 56.

Pham Thu Huong (2012), Phat triéen dich vu ngan hang dién tu tai Viét
Nam trong boi canh héi nhdp kinh té quéc té, Luan an Tién si.

Lé Van Huy (2007), “Str dung chi s6 hai 1ong ctia khach hang trong hoach
dinh chién luoc kinh doanh ngan hang: cach tiép c4n mo hinh 1y thuyét”,
Tap chi Khoa hoc Cong nghé - Pai hoc Da Nc?ng (2/19), tr. 89-97.

Knud S.Larsen, L& Vian Hao (2010), Tdm 1y hoc xd héi, NXB Tu dién
bach khoa, Ha Noi.

Kotler. Philip (1997), Quan tri Maketing, NXB thong ké, Ha Noi.

Kotler, P., Amstrong, G. (2004), Nhitng nguyén Iy tiép thi, tap 2, NXB
Théng ké, Ha Noi.

Nguyén Xuan Lan (2010), Hanh vi tiéu ding, NXB tai chinh, Ha Noi.

Db Long (1997), Tam Iy hoc tiéu ding va xu thé dién bién, NXB Khoa
hoc Xa hoi, Ha Noi.

Nguyén Vin Luot, Lé Hai Anh, Bui Thi Thu Trang (2015), “Su hai long
ctia sinh vién vé chuong trinh dao tao cir nhan Tam 1y hoc”, Tap chi Tam
Iy hoc (7), tr.78-89.

Nguyén Pinh Phan va DPing Ngoc Su (2012), Qudn tri chdt lwong, NXB
Kinh Té Quéc Dan, Ha Nbi.

Chinh phu (2020), Quyét dinh sé 645/0P-TTg, phé duyét Ké hoach tong
thé phat trién thwong mai dién tir quoc gia giai doan 2021-2025.

Lé Chau Phu (2019), “Céc thanh t6 tac dong dén quyét dinh sir dung dich
vu ngan hang dién tir ciia ngan hang Agribank, chi nhanh Can Tho”, Tap
chi Cong Thuong (17), tr. 56-65.

174



24.

25.

26.

27.

28.

29.

30.

31.

32.

33.

Nguyén Dirc Son (2014), “Cac md hinh va cac huéng nghién ctru sy hai
long véi cong viéc cua nguoi gido vien”, Tap chi Tam Iy hoc (12), tr. 16-
27.

Tran Qudc Thanh, Nguyén Pirc Son (2014), Tdam Iy hoc xd héi, NXB Dai
hoc su pham, Ha Noi.

Tran DPtc Thﬁng (2015), Nghién curu moi quan hé giita chat luong dich vu
ngan hang dién tw voi murc do thoa man va muc do trung thanh cua khdch
hang ¢ Viét Nam, Luan an Tién si, Pai hoc Kinh t& Quédc dan, Ha Noi.
Hoang Ba Thinh (2020), (chu bién), Hai long véi cudc song ciia nguwoi
Viét Nam, NXB Dai hoc Quéc gia Ha Noi.

Nguyén Dinh Tho va Nguyén Thi Mai Trang (2009), Nghién ciru thi
trwong TP H6 Chi Minh, Nha xuat ban Lao dong, TP HCM.

Nguyén Htru Thu (2007), Tam Iy hoc quan tri kinh doanh, NXB Dai hoc
Québc gia, Ha Nbi.

Nguyén Hiru Thu (2009), Tédm Iy hoc du lich, NXB Pai hoc Qudc gia, Ha Noi.
Bui Vin Thuy (2019), “Cac yéu t6 anh huong dén sy hai long ctia khach
hang ca nhan vé dich vu NHPT ciia cic ngan hang thuong mai tai Dong
Nai”, Tap chi Khoa hoc Lac Héng (8), tr. 8-13.

La Thu Thuy (2011), “Mtrc do hai long vé1 cong viéc cuia thanh nién cong
nhan xuét than tir ndng thén dang 1am viée tai khu cong nghiép dong trén
dia ban thanh phd”, Tap chi Tam Iy hoc (3), tr. 45-57.

Nguyén Vin Thuy (2019), “Tac dong cta chat luong dich vu dén sy hai
long cta khach hang vé dich vu NHPT: Nghién ctu truong hop
Vietcombank tai TP HO Chi Minh”, T ap chi Kinh té - Ky thuat (7), tr. 67-
81.

175



34.

35.

36.

37.

38.

39.

40.

41.

42.

Nguyén Thi Mai Trang (2006), “Chét luong dich vu, su théa méin va long
trung thanh cta khach hang siéu thi tai thanh phd HO6 Chi Minh”, Tap chi
phat trién Khoa hoc va Céng nghé (10), tap 9, tr. 132-145.

Nguyén Thuy Trang (2017), “Phat trién dich vu ngan hang dién tir véi viéc
kiém sodt rai r0”, Tap chi nghién civu Tai chinh ké todn (9), tr 78-89.

Pham Thi Tuyét (2017), Giao tiép trong céng viéc ciia nhdn vién ngdan hang
thuong mai Viet Nam, NXB Gido duc Viét Nam

Nguyén Puc Son (2014), “Cac mo hinh va hudéng nghién ctru sy hai long véi
cong vi€éc cia nguoi gido vien”, Tap chi Tam Iy hoc (12), tr.16-27.

H6 Huy Tyu va Lé My Linh (2014), Sy hai 1ong va trung thanh ctia khach hang
dbi véi dich vu ngan hang trén dia ban tinh Hau Giang, Tap chi Khoa hoc Xa
hoi va Nhan van (12), tr. 34-41.

Vuong Puc Hoang Quén, Nguyén Thanh Quang (2014), “Vai trd cua internet
banking va bai hoc kinh nghiém cho ngin hang thwong mai Viét Nam”, Nghién
cuu khoa hoc (10), tr. 42-49.

Nguyén Hong Quan (2020), “Cac nhan tb tac dong dén su hai long chat
lugng dich vu ngan hang dién tir: Nghién ctru tai ngan hang thuong mai
Tién Phong”, Tap chi Qudn 1y va Kinh té quoc té (125), tr. 45-56.

Nguyén Quang Uan (2007), Tam ly hoc dai cuong, NXB Dai hoc Su
pham, Ha Noi.

Phan Quan Viét (2020), “Nghién ctru cic nhan t6 anh huong dén sy hai
long cia khach hang cd nhan ddi véi dich vu vay tién tai ngan hang
Vietcombank, Thanh phé Hd Chi Minh”, Tap chi c¢éng thwong (10), tr.
87-88.

176



43.

44,

45.

46.

47.

48.

49.

50.

51.

Tiéng Anh

Achar, C., So, J., Agrawal, N. & Duhachek, A. (2016), “What we feel and
why we buy: the influence of emotions on consumer decision-making”,
Current Opinion in Psychology (10), pp. 166-170.

Akinci, Serkan & Aksoy, Safak & Atilgan, Eda. (2004), “Adoption of
Internet banking among sophisticated consumer segments in an advanced
developing country”, International Journal (12), pp. 23-33.

Anderson, E.W., Fornell, C. and Lehmann, D.R. (1994), “Customer
Satisfaction, Market Share, and Profitability: Findings from Sweden”, The
Journal of Marketing (58), pp. 53-66.

Abu-Shanab, Emad & AL-jamal, Nebal. (2015), “Exploring the Gender
Digital Divide in Jordan” Gender Technology and Development (19), pp.
91-113.

Ajzen, 1. (1985), Action control: From cognition to behavior, Springer,
Berlin, Heidelberg.

Ajzen, 1. (1987), “Attitudes, Traits and Actions: Dispositional Prediction
of Behavior in Personality and Social Psychology”, Advances in
Experimental Social Psychology (20), pp. 1-63.

Ajzen, 1. (1991), “The theory of planned behavior”, Organizational
Behavior and Human Decision Processes Vol. 50(2), pp. 179-211.
Anderson, R.E., Srinivasan, S.S. (2003), “E-Satisfaction and E-Loyalty: A
Contingency Framework™, Psychology and Marketing (20), pp. 123-138.
Ankit, Shah. (2011), “Factors Influencing Online Banking Customer
Satisfaction and Their Importance in Improving Overall Retention Levels:
An Indian Banking Perspective”, Information and Knowledge

Management (1), pp. 45-54.

177



52.

53.

54.

55.

56.

57.

58.

59.

60.

61.

Anton, C., Camarero, C., Carrero, M. (2007), “The Mediating Effect of
Satisfaction on Consumers’ Switching Intention”, Psychology &
Marketing Vol 24(6), pp. S11-538.

Areeba Toor & ctg (2016), “The Impact of E-Banking on Customer
Satisfaction: Evidence from Banking Sector of Pakistan”, Journal of
Business Administration Research Vol. 5(2), pp. 137 — 146.

Ariff, M. S. M., Yun, L. O., Zakuan, N., Ismail, K. (2013), “The impacts
of service quality and customer satisfaction on customer loyalty in
internet banking”, Procedia-Social and Behavioral Sciences (81), pp.
469-473.

Aruna, D.K. (2018), “Service Quality Dimension of E-Banking Services —
A Study With Reference to Vellore District”, IARJSET Vol. 2018 (1).
Babin, Barry & Lee, Yong-Ki & Kim, Eun-Ju & Griffin, Mitch (2005),
“Modeling Consumer Satisfaction and Word-of-Mouth: Restaurant Patronage
in Korea”, Journal of Services Marketing (19), pp. 133-139.

Bailey, J.E. and Pearson, S.W. (1983), “Development of a Tool for
Measuring and Analyzing Computer User Satisfaction”, Management
Science (29), pp. 530-545.

Bagozzi, R., Gopinath, M. & Nyer P. U. (1999), “The role of emotions in
marketing”, Journal of the Academy of Marketing Science (27), pp. 184-
206.

Barrett, L. F., Mesquita, B., Ochsner, K. N. and Gross, J. J. (2007), “The
experience of emotion”, Annual Review of Psychology (58), tr. 373-403.
Bateson (1995), “SERVQUAL: Review, Critique, Research Agenda”,
European Journal of Marketing (30), pp. 8-32.

Bellman, Steven & Lohse, Gerald & Johnson, Eric. (1999), “Predictors of
Online Buying Behavior, Commun. ACM. (42), pp. 32-38.

178



62.

63.

64.

65.

606.

67.

68.

69.

Berry, L.L.; Seiders, K.; Grewal, D (2002), “Understanding service
convenience”, Journal of Marketing (66), pp. 1-17.

Biscaia, Rui & Correia, Abel & Rosado, Antonio & Ross, Stephen &
Maroco, Jodo. (2012), “The effects of emotions on football spectators'
satisfaction and behavioral intentions”, European Sport Management
Quarterly (12), pp. 227-242.

Brian Mullen va Craig Johnson (1990), Psychology of consumer behavior,
Psychology Press, USA, ISBN 0-89859-857-5.

Bolton, Ruth & Kannan, P. K. & Bramlett, Matthew. (2000),
“Implications of Loyalty Program Membership and Service Experiences
for Customer Retention and Value”, Journal of The Academy of
Marketing Science (28), pp. 177-189.

Brenya, R. and Cui, W. (2018), “International Students’ Satisfaction with
the Services of Agriculture Bank of China”, Chinese Studies (7), pp. 230-
241.

Brown, Irwin & Hoppe, Rudi & Mugera, Pauline & Newman, Paul &
Stander, Adrie. (2004), “The Impact of National Environment on the
Adoption of Internet Banking: Comparing Singapore and South Africa”,
Journal of Global Information Management Vol. 12(2), pp. 1-27.
Camilleri, M. A. (2018), Understanding Customer Needs and Wants. In
Travel Marketing, Tourism Economics and the Airline Product (Chapter
2, pp. 29-50). Cham, Switzerland: Springer Nature.

McDougall, William (1926), An Introduction to Social Psychology
(Revised Edition), Chapter 2: The Derived Emotions, John W. Luce & Co,

Boston.

179



70.

71.

72.

73.

74.

75.

76.

71.

78.

Chao Chao Chuang, Fu-Ling Hu (2018), “Technology Strategy-
Innovating for Growth of Citibank”, International Review of Management
and Business Research (7), pp. 317-324.

Chaudhuri, A. (2006). Emotion and reason in consumer behavior.
Burlington: Elsevier Inc.

Chen, Rai-Fu & Hsiao, Ju-Ling & Hwang, Hsin-Ginn. (2012),
“Measuring customer satisfaction of Internet banking in Taiwan: Scale
development and validation”, Total Quality Management & Business
Excellence (23), pp. 1-19.

Churchill, G. A., & Surprenant, C. (1982), “An Investigation into the
Determinants of Customer Satisfaction”, Journal of Marketing Research
Vol. 19(4), pp. 491-504.

Chiou, Jyh-Shen & Shen, Chung-Chi. (2006), “The effects of satisfaction,
opportunism, and asset specificity on consumers' loyalty intention toward
internet portal sites”, International Journal of Service Industry
Management. (17), pp. 7-22.

Christian Homburg, Nicole Koschate and Wayne D. Hoyer., (2006), “The
Role of Cognition and Affect in the Formation of Customer Satisfaction:
A Dynamic Perspective”, Journal of Marketing Vol. 70 (3), pp. 21-31.
Cooil, B., Keiningham, T.L., Aksoy, L. and Hsu, M. (2007), “A
longitudinal analysis of customer satisfaction and share of wallet:
investigating the moderating effect of customer characteristics”, Journal
of Marketing Vol. 71 (1), pp. 67-83.

Cosmides, L., & Tooby, J. (2000), Evolutionary psychology and the emotions.
Handbook of Emotions (2nd Edition), Guilford Press, New York.

Cronin Jr., J. J., & Taylor, S. (1992), “Measuring Service Quality: A
Reexamination and Extension”, The Journal of Marketing (56), pp. 55-68.

180



79.

80.

81.

82.

83.

84.
85.

86.

87.

Cronin. Jr, J. & Brady, Michael & Hult, G. Tomas M. (2000), “Assessing
the effects of quality, value, and customer satisfaction on consumer
behavioral intentions in service environments”, Journal of Retailing (76),
pp. 193-218.

Costa, P.T. Jr. and R.R. McCrae (1980), "Influence of extraversion and
neuroticism on subjective well-being: Happy and unhappy people",
Journal of Personality and Social Psychology (38), pp. 668-78.

Curren, Mary & Folkes, Valerie. (2006), “Attributional Influences on
Consumers' Desires to Communicate About Products”, Psychology and
Marketing (4), pp. 31 - 45.

Dabholkar, Pratibha & Shepherd, C. & Thorpe, Dayle. (2000), “A
Comprehensive Framework for Service Quality: An Investigation of
Critical Conceptual and Measurement Issues Through a Longitudinal
Study”, Journal of Retailing (76), pp. 139-173.

Daniel, E. (1999), “Provision of electronic banking in the UK and the
Republic of Ireland”, International Journal of Bank Marketing, Vol 17(2),
pp. 72-82.

David G. Mayers (2015), Social psychology, Prentice Hall, New Y ork
David Martin & Martin O'Neill, Susan Hubbard, Adrian Palmer, (2008),
“The role of emotion in explaining consumer satisfaction and future
behavioural intention”, Journal of Services Marketing Vol. 22 (3), pp. 224
—236.

Davis, F. D. (1989), “Perceived usefulness, perceived ease of use, and
user acceptance of information technology”, MIS Quarterly, pp. 319-340
Davis, F.D., and Warshaw, P.R., (1992), “Extrinsic and Intrinsic
Motivation to Use Computers in the Workplace”, Journal of Applied
Social Psychology, Vol 22 (14), pp. 1111-1132.

181



88.

89.

90.

91.

92.

93.

94.

95.

96.

Dellaert, B. G. C., & Kahn, B. E. (1999), “How tolerable is delay?:
Consumers' evaluations of internet web sites after waiting”, Journal of
Interactive Marketing Vol. 13 (1), pp. 41-54. [Online]

Dewitt, Tom & Brady, Michael. (2003), “Rethinking Service Recovery
Strategies: The Effect of Rapport on Consumer Responses to Service
Failure”, Journal of Service Research. (6), pp. 193.

DeYuyter, ko & Bloemer, Josée. (1999), “Customer loyalty in extended
service settings: The interaction between satisfaction, value attainment
and positive mood”, International Journal of Service Industry
Management (10), pp. 320-336.

Diener, E. and Larsen, R. J. (1984), “Temporal stability and cross-
situational consistency of affective, behavioral, and cognitive responses”,
Journal of Personality and Social Psychology Vol. 47(4), pp. 871-883.
Diener, Ed et al. (1985), “The satisfaction with life scale”, Journal of
Personality Assessment, Vol 49, pp. 46-57.

Dhurup, M., Surujlal, J., & Redda, E. (2014), “Customer Perceptions of
Online Banking Service Quality and Its Relationship With Customer
Satisfaction and Loyalty”, Mediterranean Journal of Social Sciences Vol.
5(8), pp. 72-80.

Dunham, R. B., & Herman, J. B. (1975), “Development of a female Faces
Scale for measuring job satisfaction”, Journal of Applied Psychology Vol.
60(5), pp. 629-631.

Einhom, H.J. and Robin M. H. (1981), “Behavioral decision theory:
Processes of judgm ent and choice”, Annual Review of Psychology Vol.
32(1), pp. 53-88.

Ekman, P. (1992) “An argument for basic emotions”, Cognition &

Emotion Vol. 6(3-4), pp. 169-200.

182



97.

98.
99.

100.

101.

102.

103.

104.

105.

106.

Ekman, P., & Friesen, W. V. (1971), “Constants across cultures in the
face and emotion”, Journal of Personality and Social Psychology Vol.
17(2), pp. 124-129

Elliot Aronson (2002), Social Psychology, Prentice Hall, Inc.
Evanschitzky Heiner, Gopalkrishnan R., Josef Hesse, Dieter Ahlert
(2004), “E-satisfaction: A Re-examination”. Journal of Retailing Vol.
80(3), pp. 239-247.

Faroughian, Frank F, Stavros P Kalafatis, Lesley Ledden, Phillip
Samouel, and Markos H Tsogas (2012), “Value and Risk in Business-to-
Business E-Banking”, Industrial Marketing Management Vol. 41 (1), pp.
68—81.

Furst, K., Lang, W. W. and Noelle, D. E. (2002), “Internet banking”,
Journal of Financial Services Research Vol. 22 (1/2), pp. 95-117.
Gerrard, P., Cunningham, J. B., & Devlin, J. F. (2006), “Why consumers
are not using internet banking: a qualitative study”, Journal of Services
Marketing Vol. 20(3), pp. 160-168.

Getty, J.M. and Thompson, K.N. (1994), “The relationship between
quality, satisfaction, and recommending behaviour in lodging decision”,
Journal of Hospitality & Leisure Marketing Vol. 2 (3), pp.3-22.

Gilbert, F. W. and W. E. Warren (1995), “Psychographic Constructs and
Demographic Segments”, Psychology & Marketing Vol.12 (3), pp. 223-237.
Goldberg,L.R. (1990), “An alternative description personality: the big-
five factor structure”, Journal of personality and social psychology Vol.
59(6), pp. 12 - 26.

Goldberg, L. R. (1993), “The structure of phenotypic personality traits”,
American psychologist Vol. 48 (1), pp. 26.

183



107.

108.

109.

110.

111.

112.

113.

114.

Gracia, E., Bakker, A.B., & Grau, R.M. (2011), “Positive Emotions: The
connection between customer quality evaluations and loyalty”, Cornell
Hospitality Quarterly Vol. 52, pp. 458-465.

Gracia, E., Bakker, A.B., & Grau, R.M. (2011), “Positive Emotions: The
connection between customer quality evaluations and loyalty”, Cornell
Hospitality Quarterly Vol. 52, pp. 458-465.

Ha, H. Y. (2006), “An integrative model of consumer satisfaction in the
context of e-services”, International Journal of Consumer Studies Vol.
30(2), pp. 137-149.

Hair Jr., J. F. et al. (1998). Multivariate Data Analysis with Readings.
Englewood Cliffs, NJ: Prentice-Hall.

Han, H., and Jeong, C. (2013), “Multi-dimensions of patrons’ emotional
experiences in upscale restaurants and their role in loyalty formation:
emotion scale improvement”. [International Journal of Hospitality
Management (32), pp. 59-70.

Hennigs. N., Wiedmann K., Seegebarth, B., Pankalla, L., & Kassubek, M.
(2010), “The influence of consumers’ risk attitudes and behavior on
adoption of online banking services”, Journal of Marketing Trends Vol.
1(October), pp. 7- 16.

Homburg, C and Giering, A. (2001), “Personal characteristics as
moderators of the relationship between customer satisfaction and loyalty —
An empirical analysis”, Journal of Psychology & Marketing, Vol 18 (1),
pp. 43- 66

Homburg, C., N. Koschate, D. Totzek (2010), “How Price Increases
Affect Future Purchases: The Role of Mental Budgeting, Income, and
Framing”, Psychology & Marketing Vol. 27, 1, pp. 36-53.

184



115.

116.

117.

118.

119.

120.

121.

122.

123.

124.

Hossam Deraz & Faisal Iddris (2019), “Customers satisfaction in Internet
banking: A review (2008-2017)”, 17th International Conference e-
Society 2019, ISBN: 978-989-8533-85-2.

Huang, M. (2001), “The Theory of Emotions in Marketing”, Journal of
Business and Psychology (16), pp. 239-247.

Hung, W., Tseng, C., Chang, F., & Ho, C. (2021), “Effects of Utilitarian
and Hedonic Emotion on the Use of Online Banking Services”, Journal of
Global Information Management (JGIM) Vol. 29(6), pp. 1-20.

Hun Dai, Xin L, Liao Q, Cao M. (2014), “Explainning consumer satisfaction
of service: The role mnovativeness and emotion in an electronic mediated
environment, Decis. Support Syst. (70), pp. 97-106.

Hsu, M.H. and Chiu, C.M. (2004), “Predicting Electronic Service
Continuance with a Decomposed Theory of Planned Behavior”, Behavior
and Information Technology (23), pp. 359-373.

Iyer, G.R., & Bejou, D. (2004), “Customer Relationship Management in
Electronic Markets”, Journal of Relationship Marketing Vol. 2(3), pp. 1-13.
Izard, C. E. (1991), The Psychology of Emotions, Plenum Press, New
York, NY.

Izogo, Ernest. (2012), “Impact of Demographic Variables on Consumers’
Adoption of E-banking in Nigeria: An Empirical Investigation”,
European Journal of Business and Management (4), pp. 27-39.

Jacoby, J., & Olson, J. C. (1977), “Consumer response to price: An
attitudinal information processing perspective”, Moving ahead with
attitude research, American Marketing Association, pp. 73-86.

Jani, Dev., Han, Hee., (2014), “Personality, satisfaction, image, ambience,
and loyalty: Testing their relationships in the hotel industry”,
International Journal of Hospitality Management (37), pp. 11-20.

185



125.

126.

127.

128.

129.

130.

131.

132.

133.

134.

Jansson-Boyd, Cathrine V. (2010), Consumer behavior -- Psychological
aspect. Consumers — Psychology. McGraw-Hill Education, New Y ork.
Jasper, C. R. and P.R. Lan (1992), “Apparel Catalog Patronage:
Demographic, Lifestyle and Motivational Factors”, Psychology and
Marketing (9), pp. 275-296.

Jiang, L.; Yang, Z.L.; Jun, M., (2013), “Measuring consumer perceptions
of online shopping convenience”, J. Serv. Manag (24), pp. 191-214.

John, O. P., & Srivastava, S. (1999), “The Big Five trait taxonomy:
History, measurement, and theoretical perspectives”, Handbook of
personality: Theory and research Vol. 2(1999), pp. 102-138.

Johnson & Selnes, 2004, “Customer Portfolio Management: Toward a
Dynamic Theory of Exchange Relationships”, Journal of Marketing, Vol
68(2), pp.1-17

Karjaluoto, Heikki & Mattila, Minna & Pento, Tapio. (2002), “Electronic
banking in Finland: Consumer beliefs and reactions to a new delivery
channel”, Journal of Financial Services Marketing (6), pp. 346-361.
Karjaluoto, Heikki & Mattila, Minna & Pento, Tapio. (2003), “Factors
underlying attitude formation towards online banking in Finland”,
International Journal of Bank Marketing (20), pp. 261-272.

Kerem, K., (2002), Adoption of electronic banking: underlying consumer
behaviour and critical success factors. Case of Estonia [Internet]”.
Tallinn Technical University.

Kim, J. W., & Jeong, S. H. (2015), “The role of causal attributions in
sport consumers' emotions and satisfaction judgment”, Social Behavior
and Personality: An international journal, Vol 43(5), pp. 803-814.
Koenig-Lewis, Nicole & Palmer, Adrian., (2014), “The effects of

anticipatory emotions on service satisfaction and behavioral intention.

186



135.
136.

137.

138.

139.

140.

141.

142.

143.

Journal of Services Marketing”, Journal of Services Marketing (28), pp.
437-451.

Kotler P., Gary Armstrong (2010), Principles of Marketing, Prentice Hall.
Koufaris, Marios. (2002). “Applying the Technology Acceptance Model
and Flow Theory to Online Consumer Behavior”, Information Systems
Research (13), pp. 205-223.

Krishna A. (2012), “An integrative review of sensory marketing:
Engaging the senses to affect perception, judgment and behavior”,
Journal of Consumer Psychology Vol. 22(3), pp. 332-351.

Kunin, T. (1998), “The construction of a new type of attitude measure”,
Personnel Psychology Vol. 51(4), pp. 823-824.

Kuo, Yu-Chun & Walker, Andrew & Belland, Brian & Schroder, Kerstin.
(2013), “A Predictive Study of Student Satisfaction in Online Education
Programs”. [International Review of Research in Open and Distance
Learning (14), pp. 107-127.

Macintosh, G. and Lockshin, L.S. (1997), “Retail Relationships and Store
Loyalty: A Multi-Level Perspective”, International Journal of Research
in Marketing (14), pp. 487-497.

Madrigal, Robert. (2003), “Investigating an Evolving Leisure Experience:
Antecedents and Consequences of Spectator Affect During a Live
Sporting Event”, Journal of Leisure Research (35), pp. 78-91.

Martin, D., O’Neill, M., Hubbard, S., & Palmer, A. (2008), “The role of
emotion in explaining consumer satisfaction and future behavioural
intention”, Journal of Services Marketing, Vol 22(3), 224-236.

Matzler, Kurt & Renzl, Birgit. (2007), “Personality Traits, Employee
Satisfaction and Affective Commitment”, Total Quality Management and

Business Excellence (18), pp. 589-598.

187



144.

145.

146.

147.

148.

149.

150.

151.

152.

Mauss, I. B., Robinson, M. D. 2009, “Measures of Emotion: A Review”,
Cognition & Emotion Vol. 23 (2), pp. 209-37.

McCrae, R. R., & Costa, P. T. (1987), “Validation of the five-factor
model of personality across instruments and observers”, Journal of
personality and social psychology Vol. 52(1), pp. 81.

Mehrabian, A., Russell J.A. (1997), An approach to Environmental
Psychology. Cambridge Press.

Melinda, M. (2017), “The effect of E-service quality on Go-Jek customer
e-loyalty through e-satisfaction in the Go-ride category”, Agora Vol. 5(1),
pp. 17-25.

Meuter, Matthew & Ostrom, Amy & Roundtree, Robert & Bitner, Mary.
(2000), “Self-Service Technologies: Understanding Customer Satisfaction
With Technology-Based Service Encounters”, Journal of Marketing Vol.
64, pp. 50-64.

Millar, M. G., & Tesser, A. (1986), “Effects of affective and cognitive
focus on the attitude—behavior relation”, Journal of Personality and
Social Psychology Vol. 51(2), pp. 270-276.

Mishkin, Frederic S., (2009), The economics of money, banking and
financial markets, Pearson Education, Inc., Upper Saddle River, New
Jersey, USA.

Mittal, Vikas & Kamakura, Wagner. (2001), “Satisfaction, Repurchase
Intent, and Repurchase Behavior: Investigating the Moderating Effect of
Customer Characteristics”, Journal of Marketing Research (38), pp. 131-
142.

Morris, W. N. (1992), “A functional analysis of the role of mood in
affective systems”, Review of Personality and Social Psychology Vol.
11(13), pp. 256-293.

188



153.

154.

155.

156.

157.

158.

159.

160.

Moscovitch, Morris. (1982), A Neuropsychological Approach to
Perception and Memory in Normal and Pathological Aging, University of
Toronto.

Murray, H. (2008). Explorations in personality. New York: Oxford
University Press

Nasri, Wadie. (2012), “Factors affecting the adoption of Internet banking
in Tunisia: An integration theory of acceptance model and theory of
planned behavior”, The Journal of High Technology Management
Research (23), pp. 1-14.

Ngo, Vu & Pavelkova, Drahomira. (2017), “Moderating and mediating
effects of switching costs on the relationship between service value,
customer satisfaction and customer loyalty: Investigation of retail banking
in Vietnam”, Journal of International Studies (10), pp. 9-33.

Ngo Vu Minh, Nguyen Huan Huu (2016), “The Relationship between
Service Quality, Customer Satisfaction and Customer Loyalty: An
Investigation in Vietnamese Retail Banking Sector”, Journal of
Competitiveness Vol. 8 (2), pp. 103 — 116.

Njuguna, K. P., C. Ritho, T. Olweny & M. P. Wanderi (2012), “Internet
Banking Adoption in Kenya: The Case of Nairobi County”, International
Journal of Business and Social Science Vol. 3 (18), pp. 246- 252.

Nochai Rangsan, Nochai Titida, (2013), “The Impact of Internet Banking
Service on Customer Satisfaction in Thailand: A Case Study in Bangkok”,
International Journal of Humanities and Management Sciences (IJHMS)
Vol. 1(1), pp. 101.

Ladhari, R., Brun, 1. and Morales, M., (2008), “Determinants of dining
satisfaction and post-dining behavioural intentions”, International Journal

of Hospitality Management Vol. 27(4), pp. 563—-573.

189



l61.

162.

163.

164.

165.

166.
167.

168.

169.

Ladhari, R. (2009), “Service quality, emotional satisfaction and
behavioural intentions: A study in the hotel industry ”, Managing Service
Quality Vol. 19(3), pp. 308-331.

Lambert-Pandraud, R., Laurent, G. & Lapersonne, E. (2005), “Repeat
purchasing of new automobiles by older consumers: empirical evidence
and interpretations”, Journal of Marketing Vol. 69(2), pp. 97-113.

Laforet, Sylvie & Li, Xiaoyan. (2005), “Consumers’ attitudes towards
online and mobile banking in China”, International Journal of Bank
Marketing., Vol 23. 362-pp. 380.

LaTour, S. T. & Peat, N. C. (1979), “Conceptual and Methodological
1ssues 1n consumer satisfaction research”, Advances in Consumer
Research (6), pp. 431-437.

Lassar, Walfried & Manolis, Chris & Lassar, Sharon. (2005), “The
Relationship between Consumer Innovativeness, Personal Characteristics,
and Online Banking Adoption”, The International Journal of Bank
Marketing (23), pp. 176-199.

Lazarus, R. S. (1991), Emotion and adaptation, Oxford University Press.
Lazarus, R. S. and Smith C. A. (1988), “Knowledge and appraisal in the
cognition-emotion relationship”, Cognition and Emotion (2), pp. 281-300.
Li, F., Lu, H., Hou, M., Cui, K., & Darbandi, M. (2021), “Customer
satisfaction with bank services: The role of cloud services, security, e-
learning and service quality”, Technology in Society (64), pp. 458 - 487.
Liao, Z. and Cheung, M.T. (2002), “Internet-Based e-Banking and
Consumer Attitudes: An Empirical Study”, Information & Management,
(39), pp. 283-295.

190



170.

171.

172.

173.

174.

175.

176.

177.
178.

Lin, Chun-Chun & Wu, Hsueh-Ying & Chang, Yong-Fu. (2011), “The
critical factors impact on online customer satisfaction”, Procedia CS (3),
pp. 276-281.

Liljander, V., & Bergenwall, M., (1999), Consumption-Based Emotional
Responses Related to Satisfaction, Swedish School of Economics and
Business Administration, Helsenki.

Liljander, V. and Strandvik, T. (1997), “Emotions in service satisfaction”,
International Journal of Service Industry Management Vol. 8 (2), pp.
148-169.

Liu, Y., & Jang, S. (2009), “Perceptions of Chinese Restaurants in the
U.S.: What Affects Customer Satisfaction and Behavioral Intentions?”,
International Journal of Hospitality Management (28), pp. 338-348.
Locke, E. A. (1976), “The nature and causes of job satisfaction”,
Handbook of industrial and organizational psychology, pp. 1297-1349,
Reinhart & Winston New York.

Loken, B. (2006), “Consumer psychology: Categorization, Inferences,
Affect, and Persuasion”, Annual review of psychology (1), pp. 453-485.
Loke, Noor, Khalid. (2012), “Customer satisfaction towards Internet
banking services: Case analysis on a Malaysia Bank”, IEEE Colloquium
on Humanities, Science & Engineering Research (CHUSER 2012),
December 3-4, 2012, Kota Kinabalu, Sabah, Malaysia.

Longman Dictionary of Contemporary English (1981), Harlow, London.
Lounsbury, John & Moffitt, Lauren & Gibson, Lucy & Drost, Adam &
Stevens, Mark. (2007), “An Investigation of Personality Traits in Relation
to Job and Career Satisfaction of Information Technology Professionals”,

Journal of Information Technology (22), pp. 174-183.

191



179.

180.

181.

182.

183.

184.

185.

186.

187.

188.

Okeke, Titus & Okpala, C.G.. (2014), “A discrete analysis of demography
and electronic banking usage in Nigeria”, Journal of Internet Banking and
Commerce (19), pp 236-245.

Oliver, R. L. (1980), “A Cognitive Model of the Antecedents and
Consequences of Satisfaction Decisions”, Journal of Marketing Research
Vol. 17(4), pp. 460—469.

Oliver, R. L. (1993), “Cognitive, Affective, and Attribute Bases of the
Satisfaction Response”, Journal of Consumer Research Vol. 20(3), pp.
418-430.

Oliver, R. L. (2014), Satisfaction: A behavioral perspective on the
consumer. Routledge, New Y ork.

Oxford Dictionany of English (2010), Oxford University Press, London.
O'Cass, Aron & Grace, Debra (2008), “Understanding the role of retail
store service in light of self-image - Store image congruence”, Psychology
and Marketing (25), pp. 202- 223.

Ozel & Kozak, 2017, “An exploratory study of resident perceptions
toward the tourism industry in Cappadocia: a Social Exchange Theory
approach”, Asia Pacific Journal of Tourism Research Vol 22(3), pp. 1-17.
Palaci, F., Salcedo, A., and Topa, G., (2019), “Cognitive and Affective
Antecedents of Consumers’ Satisfaction: A Systematic Review of two
Research Approaches”, Sustainability (11), pp. 431.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985), “A Conceptual
Model of Service Quality and Its Implications for Future Research”,
Journal of Marketing Vol. 49(4), pp. 41-50.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988), “SERVQUAL:
A multiple-item scale for measuring consumer perceptions of service

quality”, Journal of Retailing Vol. 64(1), 12-40.

192



189.

190.

191.

192.

193.

194.

195.

196.

197.

Patterson P.G. (1993), “Expectations and product performance as
determinants of satisfaction for a high-involvement purchase”,
Psychology and Marketing Vol. 10 (5), pp. 449-465.

Peterson, R. A. (1994), “A meta-analysis of Cronbach’s coefficient
alpha”, Journal of Consumer Research Vol. 21 (September), pp. 381-91.
Pham Long, Phan Dien Vy, (2006), “Internet Banking Service Quality,
Customer Satisfaction and Customer Loyalty: The Case of Vietnam”, Int.
J. Strateg. Decis. Sci. Vol. 7(1), pp. 1-17.

Phillips, D. M., & Baumgartner, H. (2002), “The Role of Consumption
Emotions in the Satisfaction Response”, Journal of Consumer Psychology
(Lawrence Erlbaum Associates) Vol 12(3), pp. 243-252.

Plutchik, R. (1980), Emotion, a psychoevolutionary synthesis, Harper &
Row New York.

Polasik, M. and Wisniewski, T.P. (2009), “Empirical analysis of internet
banking adoption in Poland”, International Journal of Bank Marketing
Vol. 27 (1), pp. 32-52.

Porter, Constance & Donthu, Naveen. (2006), “Using the Technology
Acceptance Model to Explain How Attitudes Determine Internet Usage”,
Journal of Business Research (59), pp. 999-1007.

Ranaweera, C., & Neely, A.D., (2003). “Some moderating effects on the
service quality-customer retention link”, International Journal of
Operations & Production Management (23), pp. 230-248.

Redda, E.H., & Surujlal, J. (2019), “The role of selected demographic
variables on perceptions of internet banking service quality, value,
satisfaction and loyalty”, Journal of Management Information and

Decision Sciences Vol. 22(3), pp. 262-272.

193



198.

199.

200.

201.

202.

203.

204.

205.

206.

207.

Riadh Ladhari. (2007), “The effect of consumption emotions on
satisfaction and word-of-mouth communications”, Psychology and
Marketing Vol. 24, pp. 1085-1108.

Roseman, I. J. (1984), “Cognitive determinants of emotion: A structural
theory”, Review of Personality & Social Psychology (5), pp. 11-36.
Roedder, J. D. & Cole, Catherine A, (1986), “Age Differences in
Information Processing: Understanding Deficits in Young and Elderly
Consumers”, Journal of Consumer Research, Oxford University Press
Vol. 13(3), pp. 297-315.

Robbins, S. P. (2013), Organizational behavior (15th ed), Pearson
Education, New York.

Russell, J. A. (1980), “A circumplex model of affect”, Journal of
Personality and Social Psychology Vol. 39 (6), pp. 1161-78.

Rychalski, Aude N. (2014), The Role of Customer Emotions in a Call
Center Setting, PhD thesis The Open University.

Ryu, K., & Han, H. (2010), “Influence of the Quality of Food, Service,
and Physical Environment on Customer Satisfaction and Behavioral
Intention in Quick-Casual Restaurants: Moderating Role of Perceived
Price”, Journal of Hospitality & Tourism Research (34), pp. 310-329.
Sadia Khatoon, Xu Zhengliang va Hamid Hussain (2020), “The Mediating
Effect of Customer Satisfaction on the Relationship Between Electronic
Banking Service Quality and Customer Purchase Intention: Evidence From
the Qatar Banking Sector”, SAGE Open Vol. 10(2), pp. 145 — 158.

Santos, J. A. R. (1999), “Cronbach’s Alpha: A Tool for Assessing the
Reliability of Scales”, Journal of Extension (37), pp. 1-5.

Schlosser, A. E., White, T. B. & Lloyd, S.M. (2005), “Converting Web

Site Visitors into Buyers: How Web Site Investment Increases Consumer

194



208.

209.

210.

211.

212.

213.

214.

215.

Trusting Beliefs and Online Purchase Intentions”, Journal of Marketing
Vol. 70 (2), pp. 133-148.

Shaver, P., Schwartz, J., Kirson, D., & O'Connor, G. (1987), “Emotion
knowledge: Further exploration of a prototype approach”, Journal of
Personality aid Social Psychology Vol. 52(6), pp. 1061-1086.

Siddiqui, Kamran. (2012), ‘“Personality influences on customer
satisfaction. African”, Journal of business management (6), pp. 4134-
4141.

Sikdar, P. and Makkad, M. (2015), “Online banking adoption: A factor
validation and satisfaction causation study in the context of Indian
banking customers”, International Journal of Bank Marketing Vol. 33 (6),
pp. 760-785.

Silvia Cachero-Martinez, Rodolfo Vazquez-Casielles, (2021), “Building
consumer loyalty through e-shopping experiences: The mediating role of
emotions”, Journal of Retailing and Consumer Services (60), pp. 102.
Sirgy, M. J. (1984), “A Social cognition model of consumer
satisfaction/dissatisfaction: An experiment”, Psychology & Marketing
Vol. 1(2), 27-44.

Sita Mishra (2014), ‘“Analysing relationship among service quality,
satisfaction and loyalty in internet banking: a study from India”,
International Journal of Electronic Finance Vol. §(1), pp. 57 — 73.

Smith, J., & Baltes, P. B. (1990), “Wisdom-related knowledge:
Age/cohort differences in response to life-planning problems”.
Developmental Psychology Vol. 26(3), pp. 494-505.

Smith, Trevor. (2020), “The role of customer personality in satisfaction,
attitude-to-brand and loyalty in mobile services”. Spanish Journal of

Marketing Vol. 10, pp. 1108.

195



216.

217.

218.

219.

220.

221.

222.

223.

224.

225.

Solomon (2011), Consumer Behavior: Buying, Having, and Being, 11th
Edition, Pearson, New York.

Sousa, Rui & Voss, Chris. (2006), “Service Quality in Multichannel
Services Employing Virtual Channels”, Journal of Service Research (8),
pp. 356-371.

Spake, D.F., & Megehee, C.M. (2010), “Consumer Sociability and
Service Provider Expertise Influence on Service Relationship Success”,
Journal of Services Marketing (24), pp. 314-324.

Spreng, A.R. and Mackoy, D.R. (1996), “An empirical examination of a
model of perceived service qualityand satisfaction”, Journal of Retailing
(72), pp. 201-14.

Srivastava, K. S. (2007), “Customer's Perception on Usage of Internet
Banking”, Innovative Marketing Vol. 3(4), pp. 67-73.

Steyn H.S. (2000), “Practical significance of the difference in mean”,
Journal of Industrial Psychology Vol 26 (3), pp. 10-33.

Storbacka, K., Strandvik, T., & Gronroos, C. (1994)., “Managing customer
relationship for profit: The dynamics of relationship quality”, International
Journal of Service, Industry Management Vol. 5(5), pp. 21-38.

Strongman, K. T. (1996), The psychology of emotion: theories of emotion
in perspective, 4th ed., John Wiley & Sons Ltd., Chichester.

Sukhu, Anupama & Choi, Hyeyoon & Bujisic, Milos & Bilgihan, Anil.
(2018), “Satisfaction and positive emotions: A comparison of the influence
of hotel guests’ beliefs and attitudes on their satisfaction and emotions”,
International Journal of Hospitality Management (77), pp. 13-26.
Szymanski, David & Henard, David. (2001), “Customer Satisfaction: A
Meta-Analysis of the Empirical Evidence”, Journal of the Academy of
Marketing Science (29), pp. 16-35.

196



226.

227.

228.

229.

230.

231.

232.

233.

Tabash, Mosab & Albugami, Moteb & Salim, Mairaj & Akhtar, Asif.
(2019), “Service Quality Dimensions of E-retailing of Islamic Banks and
Its Impact on Customer Satisfaction: An Empirical Investigation of
Kingdom of Saudi Arabia”, The Journal of Asian Finance, Economics
and Business (6) pp. 225-234.

Times, S., (1996). “Finding out who surfs the Internet is their business”.
November 12th.

Tan, Hwee Hoon & Foo, Maw-Der & Kwek, Min. (2004), “The Effects of
Customer Personality Traits on the Display of Positive Emotions”,
Academy of Management Journal (47), pp. 287-296.

Tax, Steve & Brown, Stephen & Chandrashekaran, Murali. (1998),
“Customer Evaluations of Service Compiaint Experiences: Impiications
for Reiationship Marketing”, Journal of Marketing (62), pp. 125-136.
Ting, D. H. (2004), “Service Quality and Satisfaction Perceptions:
Curvilinear and Interaction Effect”, The International Journal of Bank
Marketing Vol. 22(6), pp. 407- 420.

Ting, Ong & Md Ariff, Mohd Shoki & Zakuan, Norhayati & Sulaiman,
Zuraidah & Saman, Muhamad. (2016), E-Service Quality, E-Satisfaction
and E-Loyalty of Online Shoppers in Business to Consumer Market,
Evidence form Malaysia, IOP Conference Series: Materials Science and
Engineering, pp. 131.

Thomas, D. L., Diener, E. (1990), “Memory Accuracy in the Recall of
Emotions”, Journal of Personality and Social Psychology Vol. 59 (2), pp.
291-297.

Triandis, H.C. (1980), Values, Attitudes, and Interpersonal Behavior,
Nebraska Symposium on Motivation, University of Nebraska Press,

Lincoln.

197



234.

235.

236.

237.

238.

239.

240.

241.

Trong, V. H., Khanh N. T. V., & Gim, G. (2014), “Evaluating factors
influencing consumer satisfaction towards online shopping in Viet Nam”,
Journal of Emerging Trends in Computing and Information Sciences Vol.
5(1), pp. 67-71.

Tsai, C.-Y. (2010), “Applying the theory of planned behavior to explore
the independent travelers behavior”, African Journal of Business
Management Vol. 4(2), pp. 221-234.

Tse, D. K., Nicosia, F. M., & Wilton, P. C. (1990), “Consumer
satisfaction as a process”, Psychology and Marketing Vol. 7(3), pp. 177-
193.

Tuu, Ho & Olsen, Svein. (2012), “Certainty, risk and knowledge in the
satisfaction-purchase intention relationship in a new product experiment”,
Asia Pacific Journal of Marketing and Logistics Vol. 24, pp. 78-101.

Van Dinh and Lee Pickler (2012), “Examining Service Quality and
Customer Satisfaction in the Retail Banking Sector in Vietnam”, Journal
of Relationship Marketing Vol. 11, pp. 199 - 214.

Van Dolen, W., Lemmink, J., Mattsson, J. and Rhoen, 1. (2001),
“Affective consumer responses in service encounters: The emotional
content 1n narratives of critical incidents”, Journal of Economic
Psychology, Vol 22, pp. 359-376

Venkatesh, Viswanath, Michael G. Morris, Gordon B. Davis, and Fred D.
Davis, (2003), “User Acceptance of Information Technology: Toward a
Unified View”, MIS Quarterly Vol. 27 (3), pp. 425-78.

Verhoef, Peter & Donkers, Bas & Langerak, Fred & Leeflang, Peter &
Lemon, Loren. (2003), “Understanding the Effect of Customer
Relationship Management Efforts on Customer Retention and Customer

Share Development”, Journal of Marketing (67), pp. 30-45.

198



242.

243.

244.

245.

246.

247.

248.

249.

Vila, Natalia & Kiister-Boluda, Inés. (2011), “Consumer feelings and
behaviours towards well designed websites”, Information & Management
(48), pp. 166-177.

Volodina, Anna & Lindner, Christoph & Retelsdorf, Jan. (2019),
“Personality traits and basic psychological need satisfaction: Their
relationship to apprentices’ life satisfaction and their satisfaction with
vocational education and training”, International Journal of Educational
Research (93), pp. 197 - 209.

Voss, G. B., Parasuraman, A., & Grewal, D. (1998), “The role of price,
performance, and expectations in determining satisfaction in service
exchanges”, Journal of Marketing Vol 62(4), pp. 46-62.

Wakefield, K. L., & Blodgett, J. G. (1999), “Customer response to
intangible and tangible service factors”, Psychology & Marketing Vol.
16(1), pp. 51-68.

Wanous, J. P., Reichers, A. E., & Hudy, M. J. (1997), “Overall job
satisfaction: How good are single-item measures?”, Journal of Applied
Psychology Vol. 82(2), pp. 247-252.

Walker, Rhett & Craig-Lees, Margaret & Hecker, Robert & Francis,
Heather. (2002), “Technology-enabled service delivery: An investigation
of reasons affecting customer adoption and rejection”, International
Journal of Service Industry Management (13), pp. 91-106.

Walsh, G., Evanschitzky, H. and Wunderlich, M. (2008), “Identification
and analysis of moderator variables”, European Journal of Marketing
(42), pp. 977-1004

Watson, L., & Spence, M. T. (2007), “Causes and consequences of
emotions on consumer behavior”, European Journal of Marketing Vol

41(5/6), pp. 487 - 511.

199



250.

251.

252.

253.

254.

255.

256.

257.

2358.

Weaver, L., Schwarz, N. (2008), “Self-Reports in Consumer Research”,
Handbook of Consumer Psychology, pp. 1081-102, Psychology Press,
New York.

Westbrook, Robert. (1980), “Intrapersonal Affective Influences on
Consumer Satisfaction with Products”, Journal of Consumer Research
(7), pp. 49-54.

Westbrook, R. A., & Oliver, R. L. (1991), “The dimensionality of
consumption emotion patterns and consumer satisfaction”, Journal of
consumer research (18), pp. 84-91.

White, C., & Yu, Y.-T. (2005), “Satisfaction emotions and consumer
behavioral intentions”, Journal of Services Marketing Vol. 19(6), pp.
411-420.

Wong A. (2004), “The role of emotional satisfaction in service
encounters”, Managing Service Quality Vol. 14(5), pp. 365-376.

Wu, Hsueh-Ying & Lin, Chun-Chun & Li, Oscar & Lin, Hsing-Hui.
(2010), “A Study of Bank Customers’ Perceived Usefulness of Adopting
Online Banking”, Global Journal Business Research (4), pp. 67-78.

Yang Z, Peterson R (2004), “Customer perceived value, satisfaction and
loyalty: The role of switching costs™, Psychology and Marketing (20), pp.
799-822.

Yi, M. Y., & Hwang, Y. (2003), “Predicting the use of web-based
information systems: Self-efficacy, enjoyment, learning goal orientation,
and the technology acceptance model”, International Journal of Human-
Computer Studies Vol. 59(4), pp. 431-449.

Yi, Y. (1990), “A Critical Review of Consumer Satisfaction”, Review of

Marketing (1990), pp. 68-123, American Marketing Association.

200



259.

260.

261.

262.

263.

264.

265.

266.

267.

Yoon, C., (2010), “Antecedents of customer satisfaction with online
banking in China: The effects of experience”, Computers in Human
Behavior Vol. 26(6), pp.1296-1304.

Yoshimi Kunieda (2012), “Effects of Emotions on Consumer Behaviour
during Online Service Purchasing”, Journal of Vacation Marketing Vol.
43(8), pp. 23-46.

Yu, Y.T., & Dean, A. (2001), “The contribution of emotional satisfaction
to consumer loyalty”, International Journal of Service Industry
Management Vol. 12(3), pp. 234-250.

Zavareh Farnaz Beheshti., Mohd Shoki Bin Md Ariff., Ahmad Jusoh.,
Norhayati Zakuan., (2012), “E-Service Quality Dimensions and Their
Effects on E-Customer Satisfaction in Internet Banking Services”,
Procedia - Social and Behavioral Sciences (40), pp. 441-445.

Zeithaml, V. (1988), “Consumer Perceptions of Price, Quality, and Value:
A Means-End Model and Synthesis of Evidence”, Journal of Marketing
(52), pp. 2-22.

Zeithaml V.A, Berry L.L, Parasuraman A (1996), “The behavioral
consequences of service quality”, Journal of Marketing Vol. 60 (2), pp.
31-46.

Zeithaml, V.A. and Bitner, M.J. (2003), Services Marketing: Integrating
Customer Focus across the Firm, 3rd Edition, Irwin McGraw-Hill, New
York.

Zeithaml, Valarie & Gilly, Mary. (1987), “Characteristics Affecting the
Acceptance of Retailing Technologies: A Comparison of Elderly and
Nonelderly Consumers”, Journal of Retailing (63), pp. 49-68.

Zeithaml, Valarie & Parasuraman, A Parsu & Malhotra, Arvind. (2000),
“A Conceptual Framework for Understanding E-Service Quality:

201



268.

269.

270.

271.

272.

273.

Implications for Future Research and Managerial Practice”, Journal of
Service Research (7), pp. 1-21.

Zeng, F., Hu, Z., Chen, R., & Yang, Z. (2009), “Determinants of online
service satisfaction and their impacts on behavioural intentions”, Total

Quality Management and Business Excellence Vol. 20(9), pp. 953-969.

Website

Bo cong thuong Viét Nam (2020), “Chinh pht phé duyét Ké hoach tong
thé phat trién thuong mai dién to qué)c gia giai doan 2021-2025”,
https://moit.eov.vn/thuong-mai-dien-tu/chinh-phu-phe-duyet-ke-hoach-

tong-the-phat-trien-thuong-mai-.html

Bo cong thuong Viét Nam (2021), “Mua sdm qua mang thoi dich bénh

Covid-19 tién loi ma ciing day rai ro”, https:/moit.gov.vn/tin-tuc/bao-chi-

voi-nganh-cong-thuong/mua-sam-qua-mang-thoi-dich-benh-covid-19-

tien-loi-ma-cung-da.html.

Bergman, Bo & Klefsjo, Bengt. (2010). Quality from customer needs to
customer satisfaction.

https://www.researchgate.net/publication/329702230 Quality

Nguyén Pai Lai (2020), “Thuc trang, xu hudéng va dé xuét phat trién
phuong thirc thanh toan khong dung tién mat”, Thi truong tai chinh tién

té, https://thitruongtaichinhtiente.vn/thuc-trang-xu-huong-va-de-xuat-

phat-trien-phuong-thuc-thanh-toan-khong-dung-tien-mat-26929.html
Nguyén Thi Thai Hung (2020), ”Bao mat thong tin khach hang khi sir

dung dich vu ngin hang $6”, T ap chi thi truong Tai chinh va tien té,

https://thitruongtaichinhtiente.vn/bao-mat-thong-tin-khach-hang-khi-su-

dung-dich-vu-ngan-hang-so-28428.html

202



274.

275.

276.

2717.

Tran Mai Anh (2020), “Giai phap nang cao an toan trong sir dung dich vu
ngan hang”, Tap chi ngan hang (15). https://tapchinganhang.gov.vn/giai-

phap-nang-cao-an-toan-trong-su-dung-dich-vu-ngan-hang-dien-tu.htm

Thuy Linh (2020), “Giao dich thanh toan dién tur tang 'khung'", Tap chi

tai chinh ngdan hang, https://plo.vn/tai-chinh-ngan-hang/giao-dich-thanh-

toan-dien-tu-tang-khung-914918.html

Vi van Biép (2017), “Thuc trang thanh toan dién tir tai Viét Nam va mdt

s6 kién nghi”, Tap chi cong thuong, https://tapchicongthuong.vn/bai-

viet/thuc-trang-thanh-toan-dien-tu-tai-viet-nam-va-mot-so-kien-nghi-
51187.htm
Vi Van Thuc (2022), “Phat trién ngan hang s6 & Viét Nam: Co hdi va

thach thue”, https://thitruongtaichinhtiente.vn

203



PHU LUC 1

Phan 1 - Két qua xir 1y dir liéu chwong 3:
1. B0 tin cay thang do Y dinh tiép tuc st dung dich vu NHDT:

Reliability Statistics
Cronbach's Alpha N of Items

0.846 4

Item-Total Statistics

Scale Mean Scale Corrected Cronbach's
if Ttem Variance if Item-Total ~ Alpha if Item
Deleted Item Deleted = Correlation Deleted
cl2.1. Toi sé tiép tuc str dung dich
12.62 6.478 0.696 0.814
vu NHDT
cl2.2. Toi sé tiép tuc str dung dich
vu NHDT tai ngdn hang ma t6i 12.792 5.892 0.735 0.788
dang st dung
cl12.3. Téi s€ su dung dich vu
. 13.084 5.137 0.692 0.803
NHDT nhiéu hon
cl2.4. Toi s€ gidi thi¢u cho ban be
va nguoi than vé ngan hang va dich 13.188 4.764 0.692 0.812

vu NHDT ma t6i da sir dung

2. P tin cdy va phan tich nhan t6 thang do Nhan thic:

Reliability Statistics

Cronbach's Alpha N of Items

0.905 23

Item-Total Statistics
Scale Mean Scale Corrected

if Item Variance if Item-Total

Cronbach's

Alpha if Item
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Deleted Item Deleted = Correlation Deleted
¢10.1. Viéc hoan tit mot giao dich dugc
92.548 118.217 0.497 0.903
thuc hién nhanh chong
¢10.2. C6 nhiéu dich vu thanh toan dé lya
92.548 118.289 0.492 0.903
chon
¢10.3. C6 nhiéu hinh thirc chuyén tién dé
92.528 118.949 0.473 0.903
lua chon
c10.4. thoi gian su dung dich vu 24/ 7 92.556 118.304 0.41 0.904
c10.5. Mang lu6i NHDT thuan tién dé s
92.532 119.848 0.38 0.904
dung
¢10.7. Thong tin ca nhan dugc bao mat 92.64 114.119 0.613 0.9
¢10.8. Thong tin vé s6 du tai khoan, giao
92.7 114.733 0.63 0.9
dich duoc bao mat
¢10.9. Thong tin ca nhan khong bi NH su
) 92.712 113.539 0.623 0.9
dung sai muyc dich
¢10.10. Khong gap rui ro khi SDDV chuyén
. 92.684 114.088 0.6 0.9
tién qua NHDT
¢10.11. Khong gap rui ro khi SDDV thanh
92.736 113.625 0.645 0.9
todn qua NHDT
¢10.13. Nhan vién ngan hang cdi mo va
92.832 115.112 0.534 0.902
than thién
¢10.14. Nhan vién ngan hang giai d4p thic
’ 92.828 116.858 0.483 0.903
mac mdt cach ro rang, chinh xac
¢10.15. Nhan vién ngan hang hd trg xir ly
L L , 92.8 116.442 0.495 0.903
van dé cho toi khi van dé dugc giai quyet
¢10.17. C6 thé SDDV NHDT qua nhiéu
) 92.536 117.414 0.421 0.904
phuong tién
¢10.18. D& dang SDDV chuyén tién 92.552 117.325 0.488 0.903
¢10.19. D& dang SDDV thanh toén héa don 92.508 118.428 0.432 0.904
¢10.20. Dé dang xem s du sao ké qua
92.536 117.88 0.409 0.904
NHDT
¢10.21. Dé dang truy cap tai khoan NHDT 92.54 116.988 0.513 0.902
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¢10.22. Phi thuong nién/ hang thang cua thé

93.248 111.031 0.593 0.901
ngan hang 1a hgp ly
¢10.23. Phi duy tri dich vu NHDT la hop ly 93.172 109.645 0.671 0.901
¢10.24. Phi chuyén tién théng qua tai khoan
93.188 109.254 0.684 0.901
NHDT la hop ly
¢10.25. Phi thanh toan thong qua tai khoan/
93.284 109.65 0.678 0.902
thé ngan hang 1a hop ly
¢10.26. Ngan hang thuong xuyén co cac
. 92.824 112.668 0.614 0.9
chuong trinh mién/ giam dich vu NHDT
KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of
) 0.863
Sampling Adequacy.
Approx. Chi-
PP 3618.683
Bartlett's Test of Square
Sphericity df 253
Sig. 0
Total Variance
Explained
Rotation
Extraction Sums of Squared ~ Sums of
Initial Eigenvalues
Loadings Squared
Component )
Loadings
% of Cumulative % of Cumula
Total Total Total
Variance % Variance  tive %
1 8.147 35.422 35422 8.147 35422 35.422 3.688
2 2.84 12.349 47.771 2.84 12.349  47.771 34
3 1.611 7.002 54.774  1.611 7.002  54.774 3.227
4 1.522 6.618 61.391 1.522 6.618 61.391 2.807
5 1.416 6.157 67.549  1.416 6.157  67.549 2414
6 1.102 4.792 72.341
7 0.83 3.611 75.951
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8 0.731 3.18 79.131

9 0.646 2.81 81.941
10 0.612 2.662 84.603
11 0.485 2.109 86.713
12 0.428 1.862 88.575
13 0.402 1.749 90.324
14 0.35 1.522 91.846
15 0.319 1.386 93.232
16 0.269 1.172 94.404
17 0.264 1.146 95.55
18 0.222 0.963 96.514
19 0.212 0.923 97.437
20 0.195 0.847 98.284
21 0.145 0.632 98.916
22 0.127 0.553 99.469
23 0.122 0.531 100

Extraction Method:
Principal Axis

Factoring.

a When factors are correlated, sums of squared loadings cannot

be added to obtain a total variance.

Pattern Matrix®

Factor
1 2 3 4

¢10.1. Viéc hoan tat
mot giao dich dugce

0.735
thuc hién nhanh
chong
¢10.2. C6 nhiéu dich 0.615
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vu thanh toan dé luya
chon

¢10.3. C6 nhiéu hinh
thirc chuyén tién dé
lua chon

c10.4. thoi gian su
dung dich vu 24/ 7
c10.5. Mang ludi
NHDT thuan tién dé
su dung

¢10.7. Thong tin ca
nhan dugc bao mat
¢10.8. Thong tin vé
s6 du tai khoan, giao
dich duoc bao mat
¢10.9. Thong tin ca
nhan khong bi NH st
dung sai muyc dich
¢10.10. Khong gap
rui ro khi SDDV
chuyén tién qua
NHDT

c10.11. Khong gap
rui ro khi SDDV
thanh toan qua
NHDT

¢10.13. Nhan vién
ngan hang cdi mo va
than thién

c10.14. Nhan vién
ngan hang giai dap
thic mic mot cach ro
rang, chinh xac
c10.15. Nhan vién
ngan hang hd tro xir
Iy van dé cho t&i khi

van dé duoc giai

0.753

0.79

0.722

0.725

0.689
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0.759

0.751

0.506

0.785

0.87

0.795



quyét

c10.17. C6 thé
SDDV NHDT qua
nhiéu phuong tién
c10.18. Dé dang
SDDV chuyén tién
c10.19. Dé dang
SDDYV thanh toan
hoéa don

¢10.20. D& dang xem
s6 du sao ké qua
NHDT

¢10.21. Dé dang truy
cap tai khoan NHDT
¢10.22. Phi thuong
nién/ hang thang cla
thé ngan hang 1a hop
Iy

¢10.23. Phi duy tri
dich vu NHDT la
hop 1y

¢10.24. Phi chuyén
tién thong qua tai
khoan NHDT la hop
Iy

¢10.25. Phi thanh
toan thong qua tai
khoan/ thé ngén hang
la hop 1y

c10.26. Ngan hang
thuong xuyén co cac
chuong trinh mién/

giam dich vu NHDT

0.758

0.869

0.856

0.844

0.514

0.821

0.785

0.745

0.776

0.518

Extraction Method: Principal Axis Factoring

Rotation Method: Promax with Kaiser Normalization.

a. Rotation converged in 6 iterations.



3. D9 tin cdy va phan tich nhan té thang do Cam xic:

Reliability Statistics

Cronbach's Alpha N of Items

0.898 20

Item-Total Statistics

Scale Mean Scale Corrected Cronbach's
if Ttem Variance if Item-Total ~ Alpha if Item
Deleted Item Deleted  Correlation Deleted
¢8.1. Thoai mai khi mot giao dich
dugc thuc hién nhanh 79.764 88.269 0.441 0.896
chong+RC:R[2]C
¢8.2. Hirg thu khi ¢6 nhiéu lya chon
79.848 88.178 0.483 0.895
cho dich vu thanh toan
¢8.3. Hirng thu khi ¢6 nhiéu lya chon
. 79.82 88.51 0.462 0.895
cho hinh thirc chuyén tién
¢8.4. D& chju khi c6 thé sir dung dich
79.788 87.678 0.401 0.897
vu NHDT 24/7
¢8.7. An tam khi thong tin ca nhan
79.984 86.682 0.48 0.895
duoc bao mat
¢8.8. An toan khi thong tin vé s6 du tai
79.944 87.547 0.487 0.894
khoan, giao dich dugc bao mat
¢8.9. Yén tam khi thong tin ca nhan
79.94 86.338 0.53 0.893
khong bi NH str dung sai myc dich
c8.12. Dé chiju khi dé dang lién hé véi
\ 80.288 83.684 0.533 0.893
tong dai trg giup khach hang
¢8.14. Théa man khi dugc nhan vién
ngan hang giai dap thic mic mot cach 80.22 86.18 0.49 0.894

rd rang va chinh xac
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¢8.15. Nhe nhdm khi dugc nhan vién
ngan hang hd trg xir 1y van d& cho toi 80.116
dén khi dugc giai quyét

¢8.16. An tdm khi déu nhan dugc

thong bao kip thoi vé nhitng thay ddi 80.04
cua dich vu NHDT
¢8.17. Thich tht khi d& dang SDDV
. 79.888
NHDT qua nhiéu phuong tién
¢8.18. Vui mimng khi d& dang SDDV
A af 79.868
chuyén tien
¢8.19. Vui mimg khi d& dang SDDV
79.872
thanh toan hoéa don
¢8.20. Tha vi khi d& dang xem s6 du
79.912
sao ké qua NHDT
c8.21. An tam khi dé dang truy cap tai
79.928
khoan NHDT
¢8.22. Thoa man véi muc phi thuong
80.572
nién/ hang thang hién hanh
¢8.23. Thoa man véi murc phi duy tri
80.456
dich vu NHDT hién hanh
¢8.24. Thoa man véi mirc phi chuyén
tién thong qua tai khoan NHBT hién 80.496

hanh
¢8.25. Thoa man véi murc phi thanh
toan thong qua tai khoan/ the NHDT 80.576

hién hanh

86.071

86.271

85.763

86.605

87.413

87.141

85.376

80.149

80.964

80.01

80.052

0.487

0.528

0.52

0.497

0.492

0.436

0.582

0.645

0.62

0.692

0.665

0.894

0.893

0.893

0.894

0.894

0.896

0.892

0.89

0.891

0.888

0.889

KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling

0.849
Adequacy.
Approx. Chi= 1 247
Bartlett's Test of Square
Sphericity o 190
Sig. 0
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Total Variance

Explained
Rotation
Extraction Sums of Sums of
Initial Eigenvalues
Squared Loadings Squared
Component Loadings
% of Cumu
% of Cumulative
Total Total Varia lative Total
Variance %
nce %
3453  34.53
1 6.907 34.534 34.534 6.907 A 3.357
14.10 48.63
2 2.82 14.102 48.636 2.82 3.196
2 6
57.40
3 1.755 8.773 57.409 1.755 8.773 9 2.797
65.22
4 1.564 7.82 65.229 1.564 7.82 9 2.482
5 1.108 5.541 70.77 1.108 5.541  70.77 2.322
6 0.822 4.11 74.88
7 0.676 3.381 78.26
8 0.606 3.031 81.291
9 0.552 2.76 84.051
10 0.486 2.429 86.48
11 0.437 2.184 88.663
12 0.405 2.024 90.688
13 0.346 1.731 92.419
14 0.279 1.397 93.816
15 0.269 1.344 95.16
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16

17

18

19
20

0.257

0.225

0.196

0.159
0.131

1.285

1.127

0.979

0.794
0.655

96.445

97.572

98.551

99.345
100

Extraction Method:

Principal Axis Factoring.

a When factors are correlated, sums of squared loadings cannot be

added to obtain a total variance.

Pattern Matrix®

Factor

¢8.1. Thoai mai khi mdt
giao dich dugc thyc hién
nhanh chéng

¢8.2. Hung thu khi c6
nhiéu lya chon cho dich

vu thanh toan

¢8.3. Hirng thu khi co
nhiéu Iya chon cho hinh

thirc chuyén tién

¢8.4. D& chiu khi ¢6 thé st
dung dich vu NHDT 24/7

¢8.7. An tam khi thong tin

ca nhan dugc bao mat

¢8.8. An toan khi thong tin
vé s6 du tai khoan, giao

dich duoc bao mat
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0.797

0.75

0.792

0.751

0.794
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¢8.9. Yén tam khi thong
tin ca nhan khong bi NH
st dung sai muyc dich
¢8.12. Dé chiju khi dé dang
lién hé v6i tong dai trg
giup khach hang

¢8.14. Théa man khi dugc
nhan vién ngan hang giai
dap thic mic mot cach rd
rang va chinh xac

¢8.15. Nhe nhom khi duoc
nhan vién ngan hang hd
trg xtr Iy van dé cho t6i
dén khi dugc giai quyét
¢8.16. An tam khi déu
nhén dugc thong bao kip
thoi vé nhirng thay doi ctia
dich vu NHDT

¢8.17. Thich tht khi dé
dang SDDV NHDT qua
nhiéu phuong tién

¢8.18. Vui ming khi dé
dang SDDV chuyén tién
¢8.19. Vui ming khi dé
dang SDDV thanh toan
hoéa don

¢8.20. Thu vj khi dé dang
xem sb du sao ké qua
NHDT

c8.21. An tam khi dé dang
truy cap tai khoan NHDT
¢8.22. Thoa mén véi mirc
phi thuong nién/ hang
thang hién hanh

¢8.23. Thoa mén véi mirc
phi duy tri dich vu NHDT

hién hanh

0.828

0.892

0.72

0.799

0.737

0.818

0.582
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0.699

0.811

0.788

0.527

0.802



¢8.24. Thoa man véi mirc
phi chuyén tién thong qua
tai khoan NHDT hién
hanh

0.809

¢8.25. Thoa mén véi mirc
phi thanh toan thong qua
tai khoan/ thé NHDT hién
hanh

0.829

Extraction Method: Principal Axis Factoring

Rotation Method: Promax with Kaiser Normalization.

a. Rotation converged in 6 iterations.

Phin 2 - Két qua xir ly dir liéu chwong 4:

1. Hé s6 twong quan Cam xuc - Nhan thirc

CAMXUC | NHANTHUC

Pearson

CAMXUC Correlation 1| .670%*
Sig. (2-tailed) 0
N 754 754
Pearson

NHANTHUC Correlation 670%* 1
Sig. (2-tailed) 0
N 754 754

** Correlation is significant at the 0.01 level

(2-tailed).
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2. So sanh DPTB hai long theo yéu t6 nhan khau

- G161 tinh:

Group
Statistics
Std. Std.
Std. Error Error
Gioi N Mean | Deviation | Mean Mean
HAILONG | Nam 301 | 4.2818 0.38242 | 0.02204 | 0.02327
Nu 453 | 4.0671 0.49524 | 0.02327 | 0.02204
Independent
Samples Test
Levene's
Test for
Equality t-test for
of Equality
Variances of Means
95% Confidence
Sig. (2- | Mean Std. Error Interval of the
F Sig. t df tailed) Difference Difference | Difference
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Lower Upper
Equal
variances
HAILONG | assumed 14.321 0 6.366 752 0 0.21474 0.03373 0.14852 0.28095
Equal
variances
not
assumed 6.7 | 735.201 0 0.21474 0.03205 0.15181 0.27766
- Noi séng
Group
Statistics
Std.
Std. Error
Noi song N Mean Deviation | Mean
HAILONG | Thanh pho 466 4.2508 0.39164 | 0.01814
Thi xa/ nong
thon 288 3.9941 0.52803 | 0.03111
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Independent
Samples
Test
Levene's Test t-test for
for Equality Equality
of Variances of Means
95%
Confidence
Interval of
Sig. (2- | Mean Std. Error | the
F Sig. t df tailed) | Difference | Difference | Difference
Lower Upper
Equal variances
HAILONG | assumed 22.495 7.634 752 0 0.2567 0.03363 0.19069 0.32271
Equal variances
not assumed 7.127 | 481.013 0 0.2567 0.03602 0.18593 0.3274"
- Do tudi:
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Group

Statistics
Std.
Tuoi Std. Error
tren/duoi 50 | N Mean Deviation | Mean
HAILONG | Duoi 50 tuoi 87 3.9136 0.57846 | 0.06202
Tren 50 tuoi 667 4.184 0.51567 | 0.01997
Independent
Samples Test
Levene's Test t-test for
for Equality of Equality
Variances of Means
95%
Confidence
Interval of
Sig. (2- Mean Std. Error the
F Sig. t df tailed) Difference | Difference | Difference
Lower Upper
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Equal
variances
HAILONG | assumed 0.001 0.971 -2.026 752 0.043 | -0.12081 0.05964 -0.2379 | 0.0037
Equal
variances
not assumed -1.854 | 104.607 0.067 | -0.12081 0.06515 -0.25001 | 0.0083
4. Hé s6 twong quan Hai 1ong — Pac diém Tinh cach
TANTAM | NHIEUTAM | COIMO TCHUONGNGOAI | DEMEN HAILONG417
Pearson
TANTAM Correlation 1| .189** -0.043 | .177** 098** 0.01
Sig. (2-tailed) 0 0.234 0 0.007 0.781
N 754 754 754 754 754 754
Pearson
NHIEUTAM Correlation 189 1 -0.061 | .317** 316%* 0.053
Sig. (2-tailed) 0 0.096 0 0 0.15
N 754 754 754 754 754 754
Pearson
COIMO Correlation -0.043 -0.061 1]-.073* A53%* J25%*
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Sig. (2-tailed) 0.234 0.096 0.044 0 0.001
N 754 754 754 754 754 754
Pearson

TCHUONGNGOALI | Correlation AT77** 317%* -.073* 1| . 173%* 0.063
Sig. (2-tailed) 0 0 0.044 0 0.085
N 754 754 754 754 754 754
Pearson

DEMEN Correlation .098** 316** 153 73 1| .266%*
Sig. (2-tailed) 0.007 0 0 0 0
N 754 754 754 754 754 754
Pearson

HAILONG417 Correlation 0.01 0.053 | .125%* 0.063 | .266** 1
Sig. (2-tailed) 0.781 0.15 0.001 0.085 0
N 754 754 754 754 754 754

** Correlation is
significant at the
0.01 level (2-
tailed).

* Correlation is

significant at the
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0.05 level (2-
tailed).

5. So sanh DTB hai long cua khach hang c4a nhan theo kinh nghiém st dung dich vu NHDT

Group
Statistics
Tgsd Std.
tren/duoi 2 Std. Error
nam N Mean Deviation | Mean
HAILONG Duoi 2 nam 240 4.012 0.53442 | 0.04267
Tren 2 nam 514 4.2185 0.41378 | 0.01893
Independent
Samples Test
Levene's Test t-test for
for Equality Equality
of Variances of Means
Sig. (2- | Mean Std. Error | 95%
F Sig. t df tailed) Difference | Difference | Confidence
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Interval of the

Difference
Lower Upper
Equal
variances
HAILONG assumed 9.534 0.002 -5.521 752 -0.22201 0.04021 -0.30095 -0.143(
Equal
variances
not assumed -4.756 | 336.318 -0.22201 0.04668 -0.31383 -0.130

6. So sanh DTB su hai long theo trai nghiém st dung dich vu:

- Gap van dé khi str dung dich vu

Group

Statistics
GAP LOI Std.
KHI SU Std. Error
DUNG Mean | Deviation Mean

HAILONG | KHONG 416 | 4.2061 0.43039 | 0.0211
CcO 338 | 4.0872 0.49795 | 0.02709
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Independent

Samples
Test
Levene's
Test for t-test for
Equality of Equality of
Variances Means
95%
Confidence
Sig. (2- | Mean Std. Error | Interval of the
F Sig. t df tailed) Difference | Difference | Difference
Lower Upper
Equal
variances
HAILONG | assumed 4.855| 0.028 3.516 752 0 0.11892 0.03382 0.05252 0.18532
Equal
variances not
assumed 3.464 | 669.857 0.001 0.11892 0.03433 0.0515 0.18634
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- Giip 16i truy cap tai khoan

Group
Statistics
Std.
LOI TRUY Std. Error
CAP TK N Mean Deviation | Mean
HAILONG | KHONG 187 4.0761 | 0.48093 | 0.03517
CcO 567 4.1781 | 0.45774 | 0.01922
Independent
Samples Test
Levene's
Test for t-test for
Equality of Equality
Variances of Means
Sig. 95%
(2- Mean Std. Error | Confidence
F Sig. t df tailed) | Difference | Difference | Interval of the
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Difference

Lower Upper
Equal variances
HAILONG | assumed 0.001 0.974 -2.607 7521 0.009 | -0.10193 0.03909 -0.17868 -0.0251¢
Equal variances
not assumed -2.543 3048 | 0.011| -0.10193 0.04008 -0.1808 -0.0230¢
- Gip 151 chuyén tién, thanh toan
Group
Statistics
Khong
chuyén Std.
duoc tién/ Std. Error
thanh todn | N Mean Deviation Mean
HAILONG | co 203 4.0911 0.54359 | 0.03815
khong 551 4.17553 0.51448 | 0.02192

Independent Samples

Test
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Levene's Test t-test for
for Equality Equality of
of Variances Means
95% Confidence
Sig. (2- | Mean Std. Error | Interval of the
F Sig. t df tailed) | Difference | Difference | Difference
Lower Upper
Equal
variances
HAILONG | assumed 0.005 0.999 -2.519 752 0.012 | -0.10805 0.0429 -0.19226 -0.023¢
Equal
variances
not
assumed -2.456 | 343.582 0.015| -0.10805 0.044 -0.19459 -0.021:

7. So sanh DTB su hai long theo sy da dang trong phuong thirc sir dung dich vu

Group

Statistics

dung

Mean

Std.

Std.
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tren/duoi 2 Deviation | Error
phuong Mean
thuc
HAILONG | Tren 2 451 4.1881 | 0.46694 | 0.02682
Duoi 2 303 4.129 | 0.46331 | 0.02182
Independent Samples Test
Levene's Test t-test for
for Equality of Equality
Variances of Means
95%
Confidence
Interval of
Sig. (2- Mean Std. Error | the
F Sig. t df tailed) Difference | Difference | Difference
Lower Upper
Equal
variances
HAILONG | assumed 0.352 0.553 1.71 752 0.048 0.05905 0.03452 -0.00873 0.1268
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Equal

variances
not
assumed 1.708 | 644.42 0.048 0.05905 0.03458 -0.00885 0.1266
8. Twong quan giita ¥ dinh tiép tuc sir dung dich vu ngan hang dién tr voi mutrc d6 hai 1ong cua khach hang
Correlations
TT tieu | TT dung tai | Dung nhieu Gioi thieu ban be nguoi
dung ngan hang dich vy hon than YDTTSD | HAILONG
Pearson
TT tieu dung | Correlation 1| .469%* A423%* 409%* S41%* S554%*
Sig. (2-tailed) 0 0 0 0 0
N 754 754 754 754 754 754
TT dung tai | Pearson
ngan hang Correlation A469%* 1| .412%* 354%* ATTH* S545%*
Sig. (2-tailed) 0 0 0 0 0
N 754 754 754 754 754 754
Dung nhieu | Pearson A23%*% | 4]12%* 1| .409%* A51%* 552
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dich vu hon | Correlation
Sig. (2-tailed) 0 0 0 0 0
N 754 754 754 754 754 754

Gioi thieu

ban be nguoi | Pearson

than Correlation A0Q9** | 354 A409%** 1] .391** S523%*
Sig. (2-tailed) 0 0 0 0 0
N 754 754 754 754 754 754
Pearson

YDTTSD Correlation SA1xx | 4T77x* A51%* 391 1| .556**
Sig. (2-tailed) 0 0 0 0 0
N 754 754 754 754 754 754
Pearson

HAILONG Correlation S54%* | 545%* 552 S523%* S556%* 1
Sig. (2-tailed) 0 0 0 0 0
N 754 754 754 754 754 754
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9. Tuong quan gitra cac bién nhan thurc, cdm xtc tich cuc, mirc do hai long va y dinh ti€p tuc st dung dich vu cua

khach hang vé dich vu ngan hang dién tir

Correlations
YDTTS | HAILONGCXN | NHANTHU | CAMXU
D T C C
Pearson
YDTTSD Correlation 1|.556%* S17** 484
Sig. (2-tailed) 0 0 0
N 754 754 754 754
Pearson
HAILONG Correlation S556%* 1| .890** .899%*
Sig. (2-tailed) 0 0 0
N 754 754 754 754
Pearson
NHANTHUC Correlation S17%* .890** 1] .670%*
Sig. (2-tailed) 0 0 0
N 754 754 754 754
Pearson
CAMXUC Correlation A484%* .899%* 670%* 1
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Sig. (2-tailed) 0 0 0
N 754 754 754 754
** Correlation is significant at the 0.01 level (2-
tailed).
10. Hdi quy cac bién s6 tam 1y v6i bién hai long cua khach hang
- Tinh c&1 mo1
Variables Entered/Removeda
Variables | Variables
Model Entered Removed Method
1 | COIMOb Enter
a Dependent Variable:
HAILONG
b All requested variables
entered.
Model Summaryb
Adjusted | Std. Error of | Change Durbir
Model R R Square R Square | the Estimate | Statistics Watso
R
Square | F Sig. F
Change | Change | dfl df2 Change
1].142a 0.04 0.039 0.46994 0.02 | 15421 752 1.03

a Predictors: (Constant),

COIMO
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b Dependent Variable:

HAILONG
ANOVAa
Sum of Mean
Model Squares df Square F Sig.
1 | Regression 3.406 1 3.406 15.421 | .000b
Residual 166.076 752 0.221
Total 169.482 753
a Dependent Variable:
HAILONG
b Predictors: (Constant),
COIMO
Coefficientsa
95.0%
Confidence
Unstandardized Standardized Interval for Collinearity
Model Coefficients Coefficients |t Sig. B Statistics
Std. Lower Upper
B Error Beta Bound Bound Tolerance | VIF
1 | (Constant) 3.992 0.044 90.192 3.905 4.079
COIMO 0.091 0.015 0.142 3.927 0.03 0.091 1

a Dependent Variable:

HAILONG

Residuals
Statisticsa
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Std.
Minimum | Maximum Mean Deviation

Predicted Value 4.0527 4.2954 4.1523 0.06725 754
Residual -2.98003 0.94733 0 0.46963 754
Std. Predicted

Value -1.481 2.129 0 1 754
Std. Residual -6.341 2.016 0 0.999 754
a Dependent Variable:

HAILONG
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Frequency

Histogram

Dependent Variable: HAILONG

120

100

80

60

40

20

Regression Standardized Residual
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N = 754



Normal P-P Plot of Regression Standardized Residual
Dependent Variable: HAILONG

Scatterplot
Dependent Variable: HAILONG

- ! 0 M s ° H .
0.8 % . I i :
: i
g "% M ° ) ® °
. Observed Cum Prob . 7 7 Regression Standardized Predicted Value
- Tinh d& mén
Variables Entered/Removeda
Variables | Variables
Model Entered Removed Method
1 | DEMEND Enter
a Dependent Variable: HAILONG
b All requested variables entered.
Model Summaryb
Adjusted | Std. Error of | Change Durt
Model R R Square R Square | the Estimate | Statistics Wat:
R Square | F dfl df2 Sig. F
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Change Change Change
1].205a 0.078 0.076 0.4647 0.042 | 32.839 1 752 0 1.
a Predictors: (Constant), DEMEN
b Dependent Variable: HAILONG
ANOVAa
Sum of
Model Squares df Mean Square | F Sig.
1 | Regression 7.092 1 7.092 32.839 | .000b
Residual 162.391 752 0.216
Total 169.482 753
a Dependent Variable: HAILONG
b Predictors: (Constant), DEMEN
Coefficientsa
95.0%
Confidence
Unstandardized Standardized Interval for Collinearity
Model Coefficients Coefficients |t Sig. B Statistics
Std. Lower Upper
B Error Beta Bound Bound | Tolerance | VIF
1 | (Constant) 3.673 0.085 43.049 0 3.506 | 3.841
DEMEN 0.221 0.021 0.295 5.731 0 0.08 ] 0.163 1
a Dependent Variable: HAILONG
Residuals Statisticsa
Minimum | Maximum Mean ‘ Std. N
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Deviation

Predicted Value 3.7944 4.28 4.1523 0.09704 754
Residual -2.9646 0.96276 0 0.46439 754
Std. Predicted Value -3.687 1.316 0 1 754
Std. Residual -6.38 2.072 0 0.999 754
a Dependent Variable: HAILONG
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Frequency

100

80

60

40

Histogram
Dependent Variable: HAILONG

Mean = 7 45E-15
- Std. Dev. = 0.999
N =754
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Regression Standardized Residual
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Normal P-P Plot of Regression Standardized Residual

Dependent Variable: HAILONG

1.0

0.8

0.6

0.4

Expected Cum Prob

0.2

Observed Cum Prob

0.8 1.0

Regression Standardized Residual

25

0.0

-2.5

-7.5

Scatterplot
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11. Hoi quy boi cac yéu t6 tdm 1y chil quan va khach quan t6i bién hai long cta khach hang

Variables Entered/Removeda

Variables
Model Variables Entered Removed Method
dungtren2phuongthucdummy,
gaploidummy, DEMEN,
1 | SUDUNGTREN2NAMdummyb Enter

a Dependent Variable: HAILONG
b All requested variables entered.

Model Summaryb
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Adjusted R | Std. Error of | Change Durt
Model R R Square Square the Estimate | Statistics Wats
R Square Sig. F
Change | F Change | dfl | df2 Change
1].353a 0.154 0.144 0.44502 0.125 26.699 | 4 749 0 2
a Predictors: (Constant), dungtren2phuongthucdummy, gaploidummy, DEMEN, SUDUNGTREN2NAMdummy
b Dependent Variable: HAILONG
ANOVAa
Sum of Mean
Model Squares df Square F Sig.
1 | Regression 21.15 4 5.287 56.625 | .000b
Residual 148.332 749 0.198
Total 169.482 753
a Dependent Variable: HAILONG
b Predictors: (Constant), dungtren2phuongthucdummy, gaploidummy, DEMEN, SUDUNGTREN2NAMdummy
Coefficientsa
95.0%
Confidence
Unstandardized Standardized Interval for Collinearity
Model Coefficients Coefficients |t Sig. | B Statistics
Std. Lower Upper
B Error | Beta Bound Bound | Tolerance
1 | (Constant) 3.151 | 0.084 42.221 0 3.367 | 3.696
SUDUNGTREN2NAMdummy 0.209 | 0.033 0.224 5.934 0 0.132 | 0.263 0.99
DEMEN 0.187 ] 0.035 0.219 5.356 0 0.12 | 0.259 0.969
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gaploidummy 0.168 | 0.021 0.201 4.764 0 0.058 | 0.138 0.974
dungtren2phuongthucdummy 0.106 | 0.033 0.128 2.969 | 0.046 0] 0.131 0.977
a Dependent Variable: HAILONG
Residuals Statisticsa
Std.
Minimum Maximum Mean Deviation N
Predicted
Value 3.7273 4.4735 4.1523 0.16759 754
Residual -2.74084 0.94479 0 0.44383 754
Std.
Predicted
Value -2.536 1.917 0 1 754
Std.
Residual -6.159 2.123 0 0.997 754

a Dependent Variable: HAILONG
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Scatterplot

Normal P-P Plot of Regression Standardized Residual Dependent Variable: HAILONG
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12. Hdi quy hai long véi y dinh tiép tuc sir dung dich vu
Variables Entered/Removeda
Variables Variables
Model Entered Removed Method
1 | HAILONGbD | . Enter
a Dependent Variable: TRUNGTHANH
b All requested variables entered.
Model Summaryb
Adjusted
R Std. Error of | Change Durbin:
Model R R Square Square | the Estimate | Statistics Watson
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R Square | F Sig. F
Change Change | dfl df2 Change
1].541a 0.471 0.461 0.52847 0.292 | 310.761 1 752 0 1.5]
a Predictors: (Constant), HAILONG
b Dependent Variable: TRUNGTHANH
ANOVAa
Sum of Mean
Model Squares df Square F Sig.
1 | Regression 86.789 1 86.789 310.761 | .000b
Residual 210.018 752 0.279
Total 296.807 753
a Dependent Variable: TRUNGTHANH
b Predictors: (Constant), HAILONG
Coefficientsa
95.0%
Confidence
Unstandardized Standardized Interval for Collinearity
Model Coefficients Coefficients |t Sig. B Statistics
Std. Lower Upper
B Error Beta Bound Bound Tolerance | VIF
1 | (Constant) 1.332 0.113 12.57 0 1.004 1.67
HAILONG 0.616 0.026 0.602 25.838 0 0.636 0.795 1

a Dependent Variable: TRUNGTHANH

Residuals Statisticsa
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Std.

Minimum Maximum Mean Deviation

Predicted

Value 2.148 4915 4.3084 0.3395 754
Residual -2.31865 1.37071 0 0.52812 754
Std.

Predicted

Value -6.363 1.787 0 1 754
Std.

Residual -4.387 2.594 0 0.999 754

a Dependent Variable: TRUNGTHANH

247




Frequency

Histogram
Dependent Variable: TRUNGTHANH
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Normal P-P Plot of Regression Standardized Residual
Dependent Variable: TRUNGTHANH
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PHU LUC 2

Cau héi phong van vé cam xuc

1. Khi anh/ chi vira thyc hién mdt dich vu ngan hang dién tir cu thé,
anh/ chi c6 cam xuc nhu thé nao sau khi hoan thanh dich vu d6? Anh/ chi
hdy xem trong bang sau diy mo ta cac tir vé cam xtic va chon nhiing cam xuc
pht hop v6i anh/ chi tai thoi diém do.

2. Nhiing dich vu nao ma anh/ chi da st dung tao ra cho ban nhiing
cam xuc nao sau day. Chon nhitng cdm xtc phu hop v6i anh/ chi tai thoi
diém do.

Bang cac cam xuc : [bang cac cam xtc cua Russel [1980] da chinh stra
va bo sungdé phu hop véi sir dung dich vu NHPT]

Dé chiu / kho chiu; Théa méan / khong thoéa man; An toan / bét an; Nhe
nhom /nang né; Vui / budn; Thanh than/ budn té; Hung thu/ chan nan; Thoai
mai/ buc boi; Phan khich/ Thu gidn; An tdm/bdi rdi; Thich / khong thich;
Phén khoi/ thd o; Thi vi/ khong tha vi; Hip dan / khong hap dan; / Binh tinh/

trc gian.
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PHU LUC 3

Cau hoi phong van sau va két qua 1 phong van sau

1. Cau héi phéng vén siu.

Cdu 1: Anh/chi c6 thé cho biét mot sd thong tin vé tén ciing nhu tudi va trinh
do hoc van.
Ciu 2: An tuong ban dau cua anh chi vé dich vu thanh toan dién tir [khi dugc
nghe gigithiéu tir nhan vién ngan hang, nguoi than, tivi, bao dai, quang céo..]
nhu thé nao?
Céu 3: khi st dung thanh toan dién tir, anh/ chi nhan thay chit luong dich vu
nhu thé ndo vé cach st dung hinh thirc thanh toan nay [tiép can thong tin vé
dich vuy; su chinh xac cua cacgiao dich, cach giai quyét cua ngan hang khi
phat sinh van dé/dudng diy hd tro khach hangthanh toan dién tir, d6 bao mat
trong thong tin, tde do xur 1y dich vy, phi cuéc]?

Céu 4: Khi tim hiéu vé dich vu thanh toan dién tir, anh/ chi cam thay dich vu
nay nhin chung nhuthé nao?

Céu 5: anh/ chi nghi nhitng yéu t6 quan trong nhat ma mot dich vu thanh toan
dién tir can dap tng 1a gi?

Céu 6: anh/ chi c6 thé cho biét gifra thanh toan qua dién tir va cac hinh thirc
thanh toan khac, anh/ chi thich hinh thirc nao hon? anh/ chi c6 thé chi ra
nhiing diém yéu thich & loai hinh d6 khong?

Cédu 7: anh/ chi cam thay dé dang hay kho khan khi tiép cin giao dich thanh
toan dién tir qua ngan hang? anh/ chi c6 thé ké mot 1an trai nghiém ma anh/chi
cam thdy d& dang/ kho khin trong viéc tiép cin giao dich thanh toan dién tir

qua ngan hang khong?
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Cédu 8: Anh/ chi cam thiy hai 1ong/ khong hai long véi diéu gi nhat ¢ dich vu
thanh toan diénttr qua ngan hang? [Dich vu ma anh/chi dang sw dung con
nhirng yéu 10 nao chwa thuc hiéndwoc so voi mot dich vu hoan hao vé chit
lwong ma anh/chi cé thé mong dgi?] anh/ chi cothé giai thich tai sao duoc
khong?

Cédu 9: Su bét tién/Su ¢b d6 khién anh/ chi cam thay [suy nghi] nhu thé nao?
anh/ chi c6 suy nghi givé viéc sé tiép tuc tiéu dung thanh toan dién tu?

Cau 10: Anh/chi ¢ nhiing cam xuc, trai nghiém nao anh huong/lam thay doi
an tuong véidich vu? [co thé 1a dang thich, nhung qua mdt vai su ¢d nho,
khién cam xtc tiéu cuc hon va dan dén sy hai long giam, hodc nguoc lai].

Cédu 11: Co nhitng diém manh nao khién anh/chi dic biét hai long va mubn
tiép tuc gan bo, sir dung khong?

Cdu 12: Nhin chung, anh/chi cam théy chi phi minh b6 ra cho dich vu ¢é
xung dang khong? D3 bao gid chi phi khién anh chi ¢6 suy nghi thay d6i dich
vu chua?

Cdu 13: Néu c6 mot dich vu ¢6 thé khic phuc nhitng 16i ma dich vu hién tai
dang méc phainhung chi phi cao hon, diéu d6 c6 khién anh/chi can nhéc va
d6i lai dich vu khong?

Cdu 14: Nhin chung, anh/chi chdm méy diém cho dich vu? Hodc cam théy hai
1ong va dugcedap tmg khoang bao nhiéu % ? Con van dé nao khién anh/chi
cam théy chua dugc dap ung? S6 diém con lai anh chi c¢6 kién nghi gi ¢ dich
vu?

Céu 15: Sau mot thoi gian st dung, anh chi c6 mudn goi ¥, dé xuat, gidi thiéu
dich vu chonguoi khac khong?

Ciu 16: Néu gidi1 thiéu dich vu cho nguoi than, anh/chi sé dé cao diéu gi va

lwu ¥ diéu gi?
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Cdu 17: Website da cung cp nhiing thong tin gi vé dich vu va hé théng thanh
toan dién tircho anh/ chi danh gia nhu thé nao vé su cung cap thong tin do (su
day du, hiru ich, tiénloi ma cac thong tin mang lai) ?

Cdu 18: Chac han anh/ chi da biét dén nhiing nguy co vé 10 ri dir liéu c4 nhan
trong thot dai 30, vay voi viée st dung dich vu thanh toan dién tir, cac ngan
hang c6 lam anh/ chi yén tamvéi sy an toan bao mat thong tin khong, va

nhirng cam két/diém nao trong dich vu ctia nganhang lam anh/ chi yén tam?
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Phuluc4
PHIEU KHAO SAT Y KIEN

Kinh chao Anh/Chi!

Toi la Ngé Mai Trang la nghién ciru sinh Khoa Tim ly hoc, Truéng Dai hoc Khoa hoc xd hdi va
Nhan van, Pai hoc Quoc Gia Ha Noi dang nghién ciru de tai “Su hai long cua khach hang cd nhin vdi dich
vu ngin hang dién tir (E-Banking), bao gom SMS Banking, Internet Banking, Mobile Banking, thé ngin
hang, thanh todn online/qua img dung dién thoai (app) ... Bang khao sit nay ghi nhin lai nhimg y kién ca
nhin cia cac Anh/Chi, vi vdy, sé khong c6 ciu tra 161 ding hay sai, tat ca cac y kién ciia Anh/Chi déu dong
g6p cho sy thanh céng cta dé tai.
Ching t6i xin cam két moi théng tin cua Anh/Chi s&€ dugce bao mat va chi duge sir dung cho muc dich
nghién ciru cia dé tai. Rit mong nhin duge hd trg nhiét tinh cia Anh/Chi! Tran trong cam on!

PHAN MQOT =THONG TIN KHAI QUAT
Anh/Chi vui long lua chon (danh diu X) céu tra 1oi phit hop cho cic ciu hoi dudi day:

1) Xin Anh/Chi cho biét, trong vong 12 thing qua, Anh/Chi:
o Khéng sir dung ngin hang dién tir (Néu Anh/Chi lya chon khoan muc nay, xin vui long khong tra 15
bang cau hoi) )
o Co sir dung dich vu ngan hang dién tir (Neu Anh/Chi lya chon khoan muc nay, xin vui long tra 1o céc
cdu hoi dudi day).

2) Cho dén nay, Anh/Chi da sir dung cac dich vu ngén hang dién tir dugc bao lau?

o Dudi 6 thing o Tir 6 thing dén dudi | ndm o Tir | ndm dén 2 nim
o Tir 2 nam dén 3 nam o Tir 3 nim dén 4 nim o Tir 4 ndm dén 5 ndm
o Trén 5 ndm

3) Tén suit sir dung dich vu ngén hang dién tir cua ngin hang cua Anh/Chi thé nio?

o Mot 151'1 mc}t‘ngéy i o Nhiéq hon mét lan mét ngay o Mét lan mét tuan
o Tir 2 dén 5 lan mét tuan o M6t lan mét thing

4) Anh/Chi hién dang sir dung dich vu ngan hang dién tir cua ngéan hang nao (cé thé chon nhiéu hon

mét dap an):
o Agribank o Vietinbank o BIDV o Vietcombank
o ACB o Sacombank o Eximbank o Techcombank
Ngan hang Khac ... e e

Néu Anh/Chi lua chon nhiéu hon 1 phuong an tra l&i ¢ cau 5, xin Anh/Cl!i vui long cho biét dich vu ngin
hang dién tir cia ngan hang nao duge Anh/Chi thudmg xuyén sir dung nhiéu hon car.......ooooeveeciccnnnnene.

5) Phuong thirc sir dung dich vu ngan hang dién tir cua Anh/Chi la gi (co thé chon nhiéu hon mét dap
an):

o Internet Banking (truy cdp tai khoan ngan hang dién tir thong qua Website ngdn hang)

o Mobile Banking (truy cap tai khoan ngin hang dién tir thong qua tng dung/app trén dién thoai)

o Sir dung céc loai the ngan hang (quet the, thoanh toan online, vi dién tir ...)

o Phuong thire khac: ...

Néu Anh/Chi lyra chon nhiéu hon 1 phwong én tra l&i & céu 6, xin Anh/Chi vui long cho biét phuong thirc
st dung dich vu ngin hang dién tr niao dugc Anh/Chi thuong xuyén su dung nhiéu hon
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6) Anh/Chi biét dén dich vu ngin hang dién tir do biét dugc thong tin tir dich vu nay tir:

o Tivi, bao , Pai, Internet
o T roi quang cdo cua ngin hang

o Bang ron quang cdo
o Ban bé, nguoi thin

o Nhin vién ngin hang

7) Trong thi gian gin diy, Anh/Chi sir sir dung dich vu ngin hang dién tir nio thuong xuyén nhit:

o Kiém tra tai khoan cé nhén, sao ké sodu o Thanh toin héa don

PHAN HAI - DANH GIA, CAM XUC VE DICH VU NGAN HANG DIEN TU

o Chuyén tién
o Dich vu ngan hang dién tirkhdc: ...

8) Xin vui long lya chon mirc d¢ ding nhat theo danh gia va kinh nghiém cta Anh/Chj cho nhimg
khoan myc dudi ddy lién quan téi dich vu ngin hang dién tir dugc sir dung gan ddy nhit (Khoanh
tron vao mirc d phu hop véi y kién cua Anh/Chi theo (1) hoan toan khéng dong y -> (5) Hoan

toan dong y ):

STT

Hodn
toan
khong
dong y

Da
phin
khong
dong y

Phin
van

.
phan
dongy

Hoan
tpén
dong y

Viéc hoin tat mét giao dich (vi du nhir chuyén
tien, thanh toan hoa don, xem so du sao ké) qua
ngin hang dién tir dugc thue hién nhanh chong

(]

C6 nhiéu dich vu thanh toén (thanh todn tién dién,
thanh todn tién vé may bay/tau/xe, thanh todn tien
dién thoai ...) dé t61 lya chon

C6 nhiéu hinh thirc chuyén tién (chuyén tién
nhanh, chuyén tien 24/7, chuyeén tien dén tai
khoan, chuyén tién dén the ...) dé t6i lua chon

Thai gian sir dung dich vu 1a 24 gio/ ngay/7
ngay/tuan

Mang ludi ngin hang dién tir thudn tién cho khach
hang sir dung dich vu (nhiéu ciy ATM, nhiéu
trang web/app/vi dién tir cho phép sir dung dich
vu e-banking cua ngén hang, ...)

Thong tin cd nhén cua t6i (dia chi, ) dién thoai,
email ...) trén ngan hang dién tir dugc ngin hang
bao mat

Théng tin vé s6 dur tai khoan, giao dich cua toi
trén ngan hang dién tr dugc bao mat
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STT

Hoan
toan
khong
dong y

Da
phin
khéng
déng y

Phan
van

Pa
phén
dongy

Hoan
toan
dong y

Thong tin cd nhin cua t6i trén tai khoan ngén
hang dién tir khong bi sir dung sai muc dich

Téi khong gdp rui ro khi sir dung dich vu chuyén
tién qua ngin hang dién tir (vi du t6i duge hoan
tién khi 16i thudc vé hé théng dich vu ngin hang
dién tir)

10

Toi khong gap rui ro khi sir dung dich vu thanh
toan (thanh toan hoa don, thanh toan don hang ...)
qua ngan hang dién tu

11

Nhin vién tong dai/ ngin hang cdi mé v thin
thién

Nhan vién tong dai/ ngan hang giai dap thic mac
vé cic van dé lién quan tdi cac dich vu chuyén
tién, thanh todn, xem s6 du sao ké trén tai khoan
ngan hang dién tir cua toi mot cach rd rang va
chinh xac

Nhan vién tong dai/ngin hing hd trg xir Iy cic vin
dé vé tai khoan ngin hang dién tir cua tdi (chuyén
tién, thanh todn, xem s6 du sao k&) cho téi khi vén
dé dugc giai quyeét

14

Téi c6 thé sir dung dich vu chuyén tién, thanh todn
hod don, xem sao ké thong qua cdc phuong tién
khic nhau (dién thoai di dong, may tinh, ATM ...)

Téi o thé dé dang sir dung dich vu chuyén tién tir
tai khoan ngan hang dién tir cia minh

16

Téi c6 thé dé dang sir dung dich vu thanh todn hod
don tir tai khoan ngéin hang dién tir ciia minh

17

Toi 6 thé dé dang xem s6 du sao ké thng qua tai
khoan ngan hang dién tir cua minh

18

Téi co thé dé dang truy cip tai khoan ngin hing
dién tir cia minh
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Hoan ba
toan phin Phin
khong | khong van
dongy | dongy

Pa Hoan
;?hén tpén
dongy | dongy

STT

Phi thuong nién/hang thang cua the ngan hang la
19 | hop ly (vi du: phi thuong nién cua the Visa debit
cua ngan hang la 200,000 VND)

Phi duy tri dich vu ngéin hang dién tir 1a hop ly (vi
20 [ du: phi duy tri dich vu ngin hang dién tir hang
thang cua ngin hang la 13,000 VND)

Phi chuyén tién théng qua tai khoan ngin hang
dién tir 1a phit hop (vi du: phi chuyén tién trong
nodi bé ngan hang la 2000 VND va sang ngan hang
khac la 3000-5000 VND)

Phi thanh todn thong qua tai khoan/thé ngin hang
dién tir la phi hop (vi du: phi thanh toan vé may
bay khi sir dung thé tin dung cua ngin hang la
50,000 VND)

Ngan hang thuong xuyén co cac chuong trinh
mién/giam phi dich vu ngan hang dién tir (phi
thuong nién, phi duy tri dich vu ngan hang dién
tir, phi chuyén tién, phi thanh todn ...)

o
(5]

9) Anh/Chi di trai qua nhimg vin dé nio sau diy trong sau thing qua lién quan dén viéc sir dung dich
vu ngan hang di¢n tar?

o Téi khong gip vén dé gi

o Téi gap 16i khi truy cip vio tai khoan cia minh (liu hodc khéng truy cip dugc vao tai khoan ...)

o Téi khong chuyén dugc tién/thanh toén (hé théng bi “treo” hodc mat két ndi ...)

o S6 du/thong tin giao dich trén tai khoan ngin hang dién tir cua tdi bi sai

o Vin dé vé phi dich vu (sai phi, phi mdi chua duge cap nhat ...)

CAC 10T KRAC ..ot e et e e et e e e e e et e e e ee e e e nenaneea

10) Anh/Chi hay danh diu (X) vio cc cam xic cu thé ma Anh/Chi da trai qua lién quan dén cdc dich
vu ngin hang dién tir dugc Anh/Chi sir dung trong thai gian gan day nhat:

Hau | . Biéu | Biéu
Khong [ nhu khi hién hi¢n
STT biéu | khong bidu kha rat
hién biéu thuong | thuong

i hién A .
hién xuyén | xuyén

Téi cam thiy thoai mai khi mét giao dich (vi du nhu chuyén
1 | tién, thanh todn hod dom, xem so du sao ké) qua ngan hang
dién tir dugc thuc hién nhanh chong
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STT

Khéng
biéu
hién

Hau
nhu
khong
biéu
hién

Déi
khi
biéu
hién

Biéu

hién

kha
thuomg
xuyén

Biéu
hién
rt
thuong

xuyén

To6i cam thﬁy himg thua khi 6 nhiéu lya chon _cho dich vu
thanh toan (thanh todn ti?.n dién, thanh toan tién vé may
bay/tau/xe, thanh toan tién dién thoai ...)

Toi cam thay himg tha khi c6 nhiéu lya chon cho hinh thirc
chuyen tién (chuyén tlen nhanh, chuyen tién 24/7, chuyén
tién dén tai khoan, chuyé én tién dén thé .. )

T61 cam th:‘iy dé chiu khi co thé str dung dich vu ngan hang
dién tir 24 gio/ngay, 7 ngay/tuan

Téi cam thay an tam khi thong tin c nhan cua t6i (dia chi,
s0 dién thoai, email ...) trén ngin hang dién tir dugc ngéin
hang bao mat

Téi cam thiy an toan vé tai khoan cua t6i khi ngin hang bao
mat thong tin ve so dur tai khoan, giao dich cua téi trén ngin
hang dién tir

Téi cam thiy yén tim khi ngin hang khong sir dung sai
muc dich thong tin ca nhén cua toi trén tai khoan ngan hang
dién tir

T61 cam théy dé chiu khi dé dang lién hé vai Téng dai trg.
gitp khach hang/chi nhanh ngan hang trong trudng hop can
trg glup khi sir dung cac dich vu chuyén tién, thanh todn,
xem s0 du sao ké trén ngan hang dién tur

Téi cam thay thoa man khi nhén vién tona dai/ ngan hang
c6 thé giai dap dugc thic mac cua toi ve cac \an dé lién
quan tai dich vu chuyen tién, thanh todn, xem s dur sao ké
trén tai khoan ngan hang dién tir ciia t6i mot cach rd rang va
chinh xac

10

Téi cam thiy nhe nhom khi nhin vién tong dai/ngin hing
¢6 thé hd trg xir Iy cic vin dé vé tai khoan ngin hing dién
tir cua toi (chuyén tién, thanh toan, xem s6 du sao ké) cho
t6i khi van dé dugc giai quyét

11

Téi cam thiy an tim khi t6i déu nhin dugc théng bio kip
thai tir ngdn hang d6i véi cic thay doi lién quan téi cac dich
vu ngan hang dién tr (chuyen tién, thanh todn, xem sd du,
sao ké)

Toi cam thay thich thi khi c6 thé sir dung dich vu chuyén
tien, thanh toan hod don, xem sao ké théng qua cac phuong
tién khac nhau (dién thoai di dong, may tinh, ATM ...)

13

To1 vui mimg khi dé dang sur dung dich vu chuyén tién tir
tai khoan ngan hang dién tir cia minh
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STT

Khéng
biéu
hién

Hau
nhu
khéng
biéu
hién

Doi
khi
biéu
hién

Biéu

hién

kha
thuong
xuyén

Biéu
hién
rat
thuong
xuyén

14

Téi vui mimg khi tdi c6 thé dé dang sir dung dich vu thanh
toan hod don tir tai khoan ngan hang dién tir cia minh

15

Téi cam thay thi vi khi dé ding xem s6 du sao ké thong
qua tai khoan ngan hang dién tir cia minh

16

Téi cam thy an tim khi c6 thé dé dang truy cip tai khoan
ngan hang dién tir cua minh

17

Téi cam thiy thoa man véi mirc phi thuomg nién/hang thing
sir dung the ngan hang ma ngan hang dang ap dung (vi du:
phi thuémg nién cua thé Visa debit cia ngan hang la
200,000 VND)

18

Téi cam thdy thoa min véi mirc phi duy tri dich vu ngén
hang dién tir ma ngan hang dang ap dung (vi du: phi duy tri
dich vu ngan hang dién tir hang thang cia ngén hang la
11,000 VND)

19

Téi cam thiy thoa min véi mirc phi chuyén tién thong qua
tai khoan ngan hang dién tr ma ngan hang dang ap dung (vi
du: phi chuyén tién trong ndi bé ngan hang 1a 2000 VND va
sang ngan hang khac la 3000-5000 VND)

Téi cam thiy thoa min véi mirc phi thanh toan thong qua
tai khoan/thé ngan hang dién tir ma ngan hang dang dp dung
(vi du: phi thanh toan vé may bay khi sir dung the tin dung
cua ngan hang la 50,000 VND)

11) Xin vui long lya chon mirc d¢ diing nhat theo danh gia va kinh nghiém cia Anh/Chj cho nhimg
khoan muc dudi diy lién quan téi dich vu ngin hang dién tir duge sir dung gan day nhat (Khoanh
tron vao mirc dé phi hop véi ¥ kién ciia Anh/Chi theo (1) hoan toan khéng dong y -> (5) Hoan

toan déng V):

STT [ Cau hoi

Hoan
toan
khong
dong
v

DPa
phin
khong
déng
v

Phan

van

ba
phan
dong
y

Hodn
to_z'm
dong
y

Toi sé (iép tuc sir dung dich vu ngin hang dién tir

(]

Toi sé tiép tuc sir dung dich vu ngan hang dién tir tai
ngan hang ma t6i dang sir dung

Toi sé sir dung dich vu ngédn hang dién tr nhiéu hon

Téi s& gidi thiéu cho cic ban bé va nguoi thin vé ngin
hang va dich vu ngan hang dién tir ma t6i dang sir dung
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12) Anh/Chi nhin thiy nhimg dic diém dudi diy giong minh & mirc 4§ nao? (thang diém tir | = hoan
toan khong giong minh dén 5 - hoan toan rit giong minh). Anh/Chi hiy khoanh tron vio phuong

an phi hop v6i minh nhit.

. £ . .. | Hoan toan . L
Toi tur thay minh la mt nguroi Y Y S A Kha Hoan todn
STT : : khong giong | It giong t6i | Phin vin NP IS
......... i giong toi | giong toi
1 | Co tri tuong tugng sinh dong

Coi trong nhimg trai nghiém
mang tinh nghé thuat va tham
my

s

Khic biét, hay nay ra nhimg y
twong mai

Chu déo va tot bung vai hau hét
moi nguoi

Co ban tinh khoan dung, vi tha

Dé lo 4u, bon chén

Lo nghi nhiéu

Hay noi

Quang giao, thich gip g& moi
nguoi

Lam viéc mot cach hiéu qua

Cin thin, ky ludng va chu toan
khi lam viéc

13) Anh/Chi c6 dé xuat gi thém doi véi cac dich vu ngin hang dién tir ma anh/chi dang sir dung hay

khong ?

- Vé dich vu kiém tra tai khoan cé nhén, sao ké so du:
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14) Anh/Chi c6 mong mudn gi nhim ning cao sy hai long cia khach hang vdi dich vy ngén hing dién
tir ma anh/chi dang sir dung?

..............................................................................................................................

15) Anh/Chi vui long cho biét thong tin vé ban thin:

1. Gidi tinh: o Nam o Nir Khac

2. Nim sinh:

3. Trinh dé hoc vin

o Chura tot nghiép THPT o THPT o Trung cap/Cao ding

o Dai hoc o Thac sy o Tién sy

4. Thu nhdp hang thing cua riéng anh/chi: ‘ \ ’ .

o Duéi 5 triéu dong; otir§ dén dudi 10 trigudong o tir 10 dén duoi 15 triéu dong
o tir 15 dén dudi 20 triéu déng o tir 20 dén dudi 30 triéu dong o tir 30 dén dudi 40 triéu dong
o tir 40 dén dudi 50 triéu dong o trén 50 triéu dong

5. Nghe nghi¢p:
6. Noi sinh song: o Thanh phd o Thixd o Néng thon

7. Tinh trang hon nhin: o Kéthén oLy hén o Ly thin o Dic thin o Goa

CHAN THANH CAM ON ANH/CHI DA THAM GIA VAO KHAO SAT NAY!

270



